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Message from 
the Board

“To be close to our customers, offering innovative connectivity 

possibilities, focusing on their different expectations and 

requirements and contributing as an agent of social progress 

through sustainable management”. This is TIM’s new mission, 

reformulated in early 2009, and based on which we have renewed 

our portfolio of services and we now offer our customers new 

ways of communicating more while spending less through our 

Infinity and Liberty plans. Our Infinity DDD plan has contributed 

to social inclusion, allowing long-distance calls to be made at a 

low cost.

Our concerns with social inclusion have also been confirmed 

with the increase of TIM coverage in less populous locations 

and, therefore, of low economic return. In 2009, we expanded 

our coverage to 188 municipalities where there was no Personal 

Mobile Service (SMP) coverage.

The year was marked by our Company’s inclusion in the 

Corporate Sustainability Index of the BM&FBOVESPA for the 

second year in a row, in addition to our efforts to constantly 

strengthen our increasingly positive relationship with our 

customers. We strive to better understand their needs, and we 

have made significant progress in terms of the quality of our 

service, since we understand this to be a matter of priority. We 

are engaged in continuously improving our quality indicators, a 

movement reflected in the TIM network quality index measured 

by Anatel. Thus, we have managed to find the answers that 

were necessary for us to resume our growth trajectory, and most 

importantly, to do this in line with the desired profitability.

We are aware that our sector is part of the solution to face the 

dilemmas of economic growth, bearing in mind the environmental 

limits. By increasing the offer of services that change people’s 

mobility patterns, such as the Infinity call, which enables low-

cost long-distance calls, the need for commuting is reduced, 

meaning lower emissions of CO2, one of the greenhouse gases 

responsible for global warming.

We are also aware of the potential negative impacts of our 

business segment, such as residue derived from the high 

turnover of cell phones or the debate over electromagnetic 

emissions from Base Transceiver Stations (BTS). Therefore, we 

have launched out a new offer based on the sale of separate SIM 

cards, thus increasing the duration of the cell phone replacement 

cycle. Likewise, we have been investing in sharing networks with 

other operators and in alternative ways of sharing sites so as to 

reduce the environmental impact of our access networks.

Last year was a year of progress in terms of how we operate 

in relation to the scenario of climate changes, by including new 

activities on the carbon inventory and our entry to the Empresas 

pelo Clima (Companies for Climate) program, a voluntary 

initiative under the coordination of the Center for Sustainability 

Studies of the Getúlio Vargas Foundation (FGVCes), a platform 

that brings together industry leaders concerned with global 

climate matters and their effects.

Blue Man Group

Blue Man Group
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Most goals set by our Company in the previous report were 

attained or exceeded, with environmental targets worthy of 

particular note. We also began to calculate eco-efficiency in 

energy, which takes into account the energy spent in offering our 

customers voice and data services. Yet another important step 

for reducing our environmental impact was the eco-efficiency 

pilot project, Power Saving, in partnership with Ericsson, which 

enables more intelligent energy management of our network 

area. This pilot project was held at two BTS, producing average 

savings of 6.2% of the energy consumed, equivalent to savings 

of 5,200 kWh in one year.

In 2009, we gave our consumers the opportunity to make more 

conscientious choices by launching a range of cell phones with 

lower environmental impact. When communicating with users, 

our environmental concerns included new paper for printing 

billing statements, which are now printed on paper certified by 

the FSC (Forest Stewardship Council), and information about 

battery collection programs on the billing statements themselves. 

Internally, we created sustainability programs on @aula TIM, a 

company e-learning tool available to all of our employees, in 

order to internally expand sustainability concepts.

The year also focused on social investment. The focus of TIM 

Música nas Escolas (Music at Schools) – the major project 

created in 2003, whose lifecycle will come to an end in 2011 

and which has already benefited over 20,000 students in public 

schools in 13 Brazilian cities – was the development and coming 

to fruition of Brazilian orchestras created in seven cities. We also 

supported public interest programs by using our technology. In 

April, TIM was the only operator to support the action for defining 

the Human Development Report theme to be included in the 

United Nations Development Program (UNDP) about Brazil via 

SMS. In July, TIM encouraged its customers to make donations 

to flood victims in Brazil’s North and Northeast via SMS. Once 

more in 2009, the Company kept its support to the principles of 

Global Compact, a voluntary initiative of the United Nations, of 

which the TIM is a signatory since 2008.

Luca Luciani
CEO of TIM Brasil

Message from the Board

This is the path we followed during 2009, with the aim of 

reconciling our operations with the environmental and social 

matters around us and which will become even more present in 

years to come.

Among our challenges for 2010, there is the commitment made 

with the Consumer Protection and Defense Department to 

reduce by 25% the legal actions initiated at Brazilian Consumer 

Protection Offices. TIM is committed not only to achieving such 

goal, but most importantly, to transforming its telephone service 

into a competitive-edge model in the market.

We will continue to keep track of market speed without losing 

sight of this long-term vision which is implied in everyone’s effort 

at a more sustainable development.

We are confident that, with the participation of our stakeholders, we 

will be able to add technology, competence and creativity potential 

to continue resolving both sides of this equation successfully.
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Our Sustainability Model

Underlying our work is the conviction that our company should 

carry out its business taking into account the needs of our 

interested parties, as we believe that it is fair to do so from an 

ethical point of view, which is why we are convinced that this is 

the only manner by which our business will prevail over time.

TIM’s aim is to achieve balance among the three dimensions 

below, bearing in mind both current needs and those of  

future generations:

•  Economic sustainability seeks to maintain capital while 

increasing it. The creation of value is sustainable over time if 

we are able to actually integrate the expectations of the context 

in which we operate, while at the same time attaining our 

economic goals.

•  Environmental sustainability demands responsible 

management of natural resources (raw materials and energy) 

and of the waste created by manufacturing processes, so as to 

maintain balanced ecosystems.

•   Social sustainability is based on the “equity principle” 

manifested by observing the human and civil rights of all citizens, 

access to opportunities for development and participation in 

decision-making, taking into account both current requirements 

and those of future generations. 

As a subsidiary of the Telecom Italia Group, it has been giving us a 

relevant example since 1997, when the question of sustainability 

was first broached as part of its management strategy, later to 

become part of the most important sustainability indices in the 

global market. We have also strived to follow this path in Brazil, 

so as to develop this same type of culture within the Organization. 

Overview of 2009  
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Our efforts in 2009 

In the 2008 Sustainability Report we committed to attaining a set of ten goals, six of which were exceeded, the other four not being 

attained. The two boxes below render account of these results, while a breakdown of the actions during the year is given in the 

respective sections of the report.

Goals attained:

Goals which were not attained: 

For the second year in a row, we were chosen to be part of 

the portfolio of the BM&FBOVESPA Corporate Sustainability 

Index (ISE), which meant that we had to improve several of our 

activities, besides opening new action fronts, so as to meet the 

growing demands on those wishing to remain within this select 

group of companies. 

AreA IndIcAtor MeAsure
deceMber 

2008
2009 
GoAl

deceMber 
2009

Human 
ResouRces

TRaining – manageRs paRTicipaTing in aT leasT one TRaining 
session in susTainabiliTy-RelaTed THemes

% 1 47 73

Human 
ResouRces 

coveRage of THe TRaining (peRcenTage of employees 
paRTicipaTing in aT leasT one TRaining pRogRam) % 95.2 95.2 98

enviRonmenT  To Reduce THe quanTiTy of papeR acquiRed  
foR office use % 2.1 11

enviRonmenT To incRease THe peRcenTage of Recycled wasTe oveR 
ToTal wasTe geneRaTed in THe offices

% 41 43 49

enviRonmenT To incRease THe collecTion of ouT-of-use cell pHones, 
baTTeRies and oTHeR accessoRies

Ton 10 11 19

supplieRs susTainabiliTy evaluaTion index foR ouR  
pRincipal supplieRs

% 0 30 90

AreA IndIcAtor MeAsure
deceMber 

2008
2009 
GoAl

deceMber 
2009 reMArks   

Human 
ResouRces

employee saTisfacTion 
suRvey

scoRe on 
THe scale of 
0 To 1 (sic)

7.36 7.5 -
THe saTisfacTion suRvey was noT  

caRRied ouT in 2009 by Telecom iTalia in any 
of THe counTRies wHeRe iT opeRaTes 

Human 
ResouRces

ReducTion in TuRnoveR % monTH 2.8 2.2 2.5

in spiTe of THe ReducTion in RelaTion To 
2008, THe goal was noT aTTained  

because of THe ouTsouRcing pRocess  
of own sToRes, wHicH involved a  
significanT numbeR of dismissals

Human 
ResouRces

ReducTion in 
absenTeeism RaTe

% 3.4 3.2 4.3

THe goal was noT aTTained because of  
THe ouTsouRcing pRocess of own sToRes, 

wHicH involved a significanT numbeR  
of dismissals and Reduced THe base 

HeadcounT foR calculaTing absenTeeism 
wiTHouT a pRopoRTional ReducTion in THe  

numbeR of dismissed employees 

Human 
ResouRces

TRaining – ToTal numbeR 
of HouRs in THe 
diffeRenT modaliTies

numbeR of 
HouRs

732,815 715,000 456,606
THe pRioRiTy foR 2009 was invesTmenT  
in TRaining, wHicH would Have a diRecT 
impacT on THe yeaR’s business ResulTs 

We began preparing for the implementation of another important 

management instrument, namely the ISO 14001 Environmental 

Management Standard, a process we intend to conclude during 2010. 

And we will continue developing a set of actions focused on each 

of the stakeholders with whom we interact most.

Overview of 2009  
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Overview of 2009  

Customers

Customer service 

Customer satisfaction is the Company’s priority. With this in 

mind, we brought about several improvements during the 

year, including:

•  Reformulation of the Customer Satisfaction area, which now 

reports directly to the Company’s CEO;

• Enhancement of the user service models;

•  Changes in the sales area, involving the Consumer, Business 

and Top Customers segments; and

•  Development and maintenance of the direct and indirect 

commercial channels.

In the network area, service quality attained 100% of the standard 

required by Anatel, showing our commitment to assuring our 

customers of high quality, even in the face of solid traffic growth 

resulting from our strategy focused on MOU (minutes of use). 

  

Customer-focused plans: talk more for less 

“Our focus is on optimizing resources and renewing the portfolio 

of offers in a segmented manner, with tailor-made services. 

Customer satisfaction underpins our strategy”.                                                                          

Luca Luciani, CEO of TIM Brasil, at the launch of the new 

positioning campaign. 

TIM is aware that the use of its services contributes to advancing 

sustainability in several manners such as changing society’s 

mobility pattern, enabling, for example, optimization of commuting 

and journeys, while facilitating direct contacts between buyers 

and sellers in remote locations. It also encourages flexible 

schedules and working from home or any other location.
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The year 2009 was marked by the renewal of our portfolio of 

services, within the scope of rendering increasingly affordable 

services, especially voice services, in line with the demands 

expressed by customers through our various dialogue channels. 

On account of the base of over 40 million customers in Brazil, new 

plans build on the concept of community (TIM-to-TIM calls, including 

free roaming). 

The list of plans in 2009 is significant, and includes the pre-paid, 

post-paid and corporate segments. 

Infinity                                                                       

Infinity plans are based on the concept of paying only for the first 

minute of calls in local calls to any TIM mobile or land line number 

and at any time, which resulted in over 17 million pre-paid users 

joining this plan in 2009. 

Da Vinci 
Intended for high-consumption customers, the Da Vinci plan offers 

unlimited services, including local calls, domestic long-distance 

calls, video calls, SMS and Internet. It offers specialized service and 

options of top-of-the-line devices.

Access to e-mail from any cell phone 

TIM RingEmail permits access to electronic messages on 

conventional cell phones from anywhere and without the need to 

use a smartphone or purchase a browsing package. Developed 

in partnership with the companies Retis (Italy) and Clearhub 

(Singapore), the service enjoys unlimited use against payment of 

a weekly fee. 

More for less in International Roaming too  

The First Call Free plan offers post-paid customers a zero-tariff first 

call in international roaming in any of the countries with which TIM 

has an agreement. Pre-paid customers also enjoy a single per-

minute tariff for receiving or making international calls, representing 

savings of 34% in relation to previous tariffs. And they can access 

the Internet, e-mails, SMS and MMS. 

TIM has also created educational content with hints intended for 

smartphone users traveling abroad, providing information about 

optimizing use of the data international roaming service. Around 

30% of TIM customers who access international roaming use 

smartphones. The guide is available on the site www.tim.com.br, on 

the Cobertura (Coverage) and Roaming pages.

Benefits also for Corporate Plans  

TIM Único      

TIM Único is a services plan for micro and small companies, which 

offers a single economic tariff for calls made to any operator’s mobile 

and land line numbers, regardless of the duration of the call and the 

destination. The customers pay for what they use, with no monthly 

commitment, and with free service options that enable savings on 

calls during more frequent activities.

Empresa Simples      

This is a complete and integrated offer of mobile and fixed telephony 

plus Internet in a single invoice, with a contact and service point.  

It affords corporate customers convenience and simplicity, especially 

small and mid-size companies. 

Overview of 2009  

Motorola – Motocubo_A45

Motorola W233
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Bringing in new technologies 

TIM once more pioneered in important launches, bringing 

Brazilian customers first-hand the greatest benefits -hand of 

advanced mobile communication technology. 

Devices with a low environmental impact: Samsung Solar, 

Motorola W233 and MOTOCUBO A45

What would you change in the world of technology to save  

the planet? 

Answer: I’d create a cell phone that could be recharged by 

(inertial) movement, like antique clocks.

It would automatically recharge with the user’s movement, 

thereby saving energy and reducing emissions of carbon dioxide 

into the atmosphere. 

One of the answers from the phrases competition promoted in 

partnership with Motorola at the launch of the W233 

In 2009, we began marketing the “eco line” products, an option 

for customers wishing to make conscientious choices and care 

for the environment. Together with Samsung we launched the 

Samsung Solar (E1107), the first device with a solar energy 

rechargeable battery, in addition to the MOTOCUBO A45 and 

the Motorola W233 Eco, devices produced from PET recycled 

materials and carbon-neutral certified. The Motorola W233 

battery has a longer working life than others, thus reducing 

energy consumption. And through the partnership with 

Carbonfund.org™, Motorola is responsible for offsetting all 

the carbon issued in the manufacture, distribution and use of 

cell phones, with investments in projects for protecting  the 

environment and reducing the impact of global warming. The 

MOTOCUBO A45 device was designed for young people 

connected in social networks and who are concerned about 

the planet. 

TIM PDV – Recarga Online                                                                                                           

This is an online recharging system activated from the cell phone 

itself, which uses TIM GSM network and thus dispensing with 

physical cards. Besides facilitating customers’ lives, it helps 

preserve the environment by reducing the consumption of plastic 

and paper. Continuity of the project has enabled a reduction of 

45% in the production of traditional plastic cards since it was 

implemented in August 2008, thereby avoiding the production of 

over 32 million re-load cards in 2009. 

Android-based Smartphones 

In 2009 we launched the Samsung Galaxy and the HTC Magic, 

the first Android-based models permitting fully integrated 

access to OrkutTM, GmailTM, Google SearchTM, Google MapsTM, 

Google TalkTM and YouTubeTM services. 

Windows Phone

TIM was the first operator to sell this category of product, 

with the launch of the Samsung Omnia II, HTC Touch 2 and 

LG GW550 smartphones. These Windows Phones running 

Microsoft operating system functionalities connect information 

and applications in an integrated manner.

Overview of 2009  

CRC
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Suppliers 

In 2009, we took two important steps in our relations with 

our suppliers. Firstly, the approval of a new policy covering 

the Relationship with Suppliers in the Purchasing Process, 

incorporating requisites of competitiveness, quality, safety 

and social and environmental responsibility of the goods and 

services acquired, in addition to the continuous improvement of 

the Company’s relationship with its suppliers. 

This policy encourages aspects like business ethics, transparency 

and endorsement of the 10 Global Compact principles. In addition, 

there is an explicit commitment by the Company to sustainability 

by means of respect for workers’ rights and the management of 

environmental impacts. 

Another important factor was the start of the process for 

evaluating our principal suppliers in sustainability-related 

matters, for the purpose of strengthening mutual commitments 

to the Relationship Policy, while identifying opportunities for 

joint progress. By the end of 2009 we had evaluated 90% of the 

principal suppliers selected by the Company in sustainability-

related matters.

Environment

In a year in which climate change was debated on a planetary 

scale, we reaffirmed our commitment to the theme by joining the 

Empresas pelo Clima (EPC) (Companies for Climate) program, 

a voluntary initiative coordinated by the Center for Sustainability 

Studies of the Getúlio Vargas Foundation (FGVCes). It brings 

together industry leaders concerned with global climate matters 

and their effects.

We included new activities in our carbon inventory based on the 

Greenhouse Gas Protocol (GHG Protocol) methodology, and 

it is our intention to cooperate in discussing the theme and in 

undertaking actions to reduce emissions of greenhouse gases.

We began testing the Power Saving project, which reduces 

energy consumption in mobile networks. The new software 

calculates the requirements of equipment connected to a single 

BTS, turning it off or on again according to the demand for TIM 

services in the location. Tests revealed average savings of 6.2% 

of energy consumed (at two BTS). 

In 2009, TIM also began calculating the Company’s eco-

efficiency in energy, which takes into account the energy 

consumed, with the aim of managing its operations so that the 

proportion of energy consumed (joules) to voice and data traffic 

is increasingly greater.

When communicating with users, our environmental concerns 

were evident in the new FSC-certified paper for printing invoices, 

which now carry information about battery recovery programs.

Overview of 2009  

Continuity of the project (TIM 
PDV) has enabled a 45% in 
traditional plastic cards since 
their implementation in August 
2008, thereby avoiding the 
production of over 32 million 
re-load cards in 2009.
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Internal Public 

Several important milestones were achieved in 2009. One 

thousand, eight hundred employees were promoted and we 

offered full-time employment to 30% of the interns. Over 40% 

of our employees saw their salaries rise and we distributed new, 

more modern employee devices with leading-edge technology. 

We provided in-class or online training to 98% of the team, while  

73% of our managers attended the sustainability training module. 

We sought to innovate in the field of education by introducing 

two novelties, like training in partnership with Harvard University 

(USA) intended for sales executives and involving negotiation 

and decision making, and the undergraduate program in 

business management for employees of the Customer 

Relationship Center (CRC).  

Diversity has become even more important with the new version 

of the practices in hiring, which have been updated on account 

of the new Social Responsibility Policy involving our personnel. 

These practices recognize that diversity is a value to be promoted 

in all their relations and that discrimination must be fought in 

workplace relations. It also encourages the adoption of a posture 

of respect and valuing differences, believing in diversity as a 

means of maintaining a healthy working environment and the 

Organization’s competitive position.

Community   

Brazil End-to-End – Human Development Report  

The Brazil End-to-End campaign carried out in 2009 by the 

United Nations Development Programme (UNDP), with the 

support of TIM, sought to foster debate about what has to 

change in Brazil in order to improve people’s lives. This was 

an open consultation with society regarding the choice of 

the theme for the Human Development Program in Brazil – 

2009/2010 developed by the UNDP. 

According to the final report prepared by the UNDP about the 

project, the partnership with TIM was a natural one due to the 

fact that human development forms the base underlying the 

Company’s social actions. The use of text messages (SMS) 

with the question “What needs to change in Brazil for your life to 

really improve” arose as a possibility of reaching individuals who 

otherwise would not have had access to the campaign. Eight 

million, nine hundred thousand text messages (SMS) were sent 

to TIM customers throughout Brazil.

Overview of 2009  

One thousand, eight hundred 
employees were promoted 
and we offered full-time 
employment to 30% of the 
interns. Over 40% of our 
employees saw their salaries 
rise and we distributed new, 
more modern employee devices 
with leading-edge technology. 

Brasil Ponto a Ponto Project – photo by Gustavo Pelizon
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Other TIM campaigns in 2009 using SMS as an instrument of social action with its customers. 

TIM Música nas Escolas (Music at Schools)

TIM proceeded with socio-educational projects like TIM Música 

nas Escolas (Music at Schools), which encourages social 

inclusion of children and adolescents through the language 

of music. The project, created in 2003, has already benefited 

over 20,000 students in public schools in 13 Brazilian cities, 

and is focused on the development and maturation of the 

Brazilian orchestras created in seven cities. 

ActIon PArtner sent text of the sMs AIM

uniTed naTions 
oRganizaTion 
day (un)  
(ocT 24) 

un 7,207,366

wHaT aRe you doing foR THe 
enviRonmenT? Tell THe un. access 

www.onuveRde.oRg.bR and Take paRT. 
suppoRTed by Tim 

sending of sms To disclose THe 
anniveRsaRy of THe un and To 

encouRage paRTicipaTion by socieTy via 
THe onu veRde (gReen un) siTe.

opening of THe 
copenHagen 
confeRence 

un 9,516,505

in copenHagen THey aRe going To  
decide THe fuTuRe of THe planeT.  

and you. wHaT aRe you doing foR THe 
enviRonmenT? Tell THe un. access  

www.onuveRde.oRg.bR and Take paRT. 

sending of sms To disclose 
THe opening of THe copenHagen 
confeRence and To encouRage 

paRTicipaTion by socieTy via THe onu 
veRde (gReen un) siTe. 

sos noRTe e 
noRdesTe  
(sos noRTH 
and noRTHeasT) 

cáRiTas 
bRasileiRa

1,680,678

sos noRTe e noRdesTe (sos noRTH 
and noRTHeasT) send “doaR” (donaTe) 

To 9696 and conTRibuTe To Helping THe 
vicTims of THe floods in THe noRTHeRn 
and noRTHeasTeRn Regions of bRazil. 

cosT p/ message: R$0.99 + Taxes. 

cReaTion of a donaTions cHannel so 
THaT cusTomeRs find iT easieR To donaTe 

in cases of public calamiTy. sms 
Revenues (less Taxes) aRe TRansfeRRed 

To THe beneficiaRy insTiTuTion. 

The year 2009 was marked by the show by the Orchestra of 

Minas Gerais with the “Clube da Esquina” (the Corner Club, 

a group of Brazilian music artists from the Brazilian State of 

Minas Gerais), the Meeting of the Orchestras of Rio and São 

Paulo in the Ibirapuera Auditorium, in addition to the recording 

of the CD featuring the young people of Rio and Belém.

Overview of 2009  

Brazilian Orchestra of Rio de Janeiro composed of students  
from the TIM Música nas escolas project
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Government and Society 

In 2009, together with Anatel, we participated in several 

public consultation processes regarding the expansion of 

telecommunications services. We also participated in the 

organizing committee and the technical studies of the First 

National Conference on Communication (CONFECOM), 

promoted by the Ministry of Communications, so as to draft a 

National Communications Policy. And we were part of the study 

group of that Ministry in drafting proposals for consolidating the 

National Broadband Plan.

Along with Anatel we also participated in public consultation 

processes that began in 2009, involving the publishing of the new 

plan of targets for universalizing telecommunications services; 

implementation of the National Rural Telecommunications Program 

and the allocation of new bands to provide the population with 

access to telephony and broadband data services of public interest.

Telemedicine  

With the aim of participating and collaborating with the drafting 

of public policies, we entered into a partnership with the Rio 

de Janeiro City Administration to implement the Telemedicine 

program, which combines Internet connection and TIM mobile 

telephony. Using the TIM MyDoctor@Home platform created by 

Telecom Italia, electrocardiograms carried out at Health Units are 

transmitted to cardiologists at the Miguel Couto Hospital, where 

they can issue opinions at a distance and share the results with 

the team at the Units. 

Overview of 2009  
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Commitments  
for 2010

For 2010, we have maintained several goals established in last year’s Sustainability Report, seeking to consolidate these as Company 

practices, in addition to including new objectives.

AreA IndIcAtor unIt of MeAsureMent dec/09 2010 
tArGet

Human 
ResouRces 

one day off foR THe employee wHo volunTaRily paRTicipaTe 
in THe pRogRam “ciTizen wiTHouT boRdeRs.” % (own peRsonnel) - 1

Human 
ResouRces

TRaining (ToTal HouRs) in THe classRoom  
+ online + on THe job

numbeR of HouRs (own 
peRsonnel, inTeRns, THiRd 

paRTies)
456,606 715,000

Human 
ResouRces

TRaining – coveRage (numbeR of people  
Taking paRT in aT leasT one TRaining session) % (own peRsonnel) 98 97

Human 
ResouRces

TRaining – susTainabiliTy  
(numbeR of people paRTicipaTing in aT leasT  

one TRaining session on susTainabiliTy maTTeRs)

% (own peRsonnel, 
inTeRns, THiRd paRTies) - 20

enviRonmenT/
wasTe

peRcenTage of Recycled wasTe oveR  
ToTal wasTe geneRaTed in THe offices

% 49 51

enviRonmenT / 
eneRgy ReducTion in eneRgy consumpTion in THe offices kwH - 1,000,000

enviRonmenT / 
waTeR

ReducTion in waTeR consumpTion in THe offices m³ - 2,400

enviRonmenT / 
baTTeRies

collecTion of ouT-of-use cell pHones,  
baTTeRies and oTHeR accessoRies foR Recycling

Ton 19 12

supplieRs  numbeR of supplieRs evaluaTed  
in susTainabiliTy-RelaTed maTTeRs no. 26 70

Blue Man Group
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Da Vinci

Infinity Pre-paid

Infinity Post-paid

Infinity Controle

TIM Liberty

Super 
High

High

Low

Mid

Pre-paid

Organizational 
Profile

TIM Participações S.A. – TIM – is a holding company 

headquartered in Rio de Janeiro, providing telecommunications 

services throughout Brazil through its subsidiaries, TIM Celular 

S.A. and Intelig Telecomunicações Ltda. The Company’s Brazilian 

operations began in 1998 and it consolidated itself as a Brazilian 

company as of 2002, becoming the first mobile operator to be 

present in all states of Brazil. 

TIM functions as a mobile and fixed long-distance telephony 

and data transmission services operator, always focusing on 

the quality of the services rendered. Using GSM technology, its 

national reach is approximately 94% of the urban population, with 

the largest GSM coverage in Brazil, and presence in 2,958 cities. 

It also has extensive data coverage throughout the country, of 

which 100% with GPRS and 77% with EDGE, in addition to a 

sophisticated Third Generation (3G) network available to over 

30% of the urban population. The Company also has international 

roaming arrangements for TIM customers. There are over 430 

networks available in over 200 countries on six continents, and a 

23.6% share of the Brazilian mobile telephony market.

The TIM brand is strongly associated with the attributes of 

innovation and quality. Throughout its trajectory in Brazil, it has 

become a pioneer in launching a variety of products and services, 

like introducing MMS (Multimedia Messaging Service) and the 

Blackberry in Brazil. Continuing this trajectory, the Company 

renewed its portfolio of offers in 2009, seeking to position itself as 

the operator providing “Planos e Promoções que Revolucionam” 

(Breakthrough Plans and Promotions). TIM launched two families 

of plans – Infinity and Liberty, in addition to the sophisticated Da 

Vinci plan. The new portfolio is based on an innovative concept 

that strongly encourages use (charging per call, unlimited use) 

while always exploring the TIM community concept, which entails 

over 40 million lines throughout Brazil.

structure of the PlAns for IndIvIduAl servIces 

TIM Participações is a company controlled by TIM Brasil Serviços 

e Participações S.A., a subsidiary of the Telecom Italia Group. 

Innovation and quality are two of the strategic pillars it shares with 

its parent company. To do so, it makes substantial investments 

in networks and IT, building synergies with its controlling group 

by sharing experiences and adopting policies of best practices, 

always assuring all its customers of innovative experiences. At 

the end of 2009, the company had 10,140 employees, of whom 

9.231 were own staff. 

In December 2009, the Company concluded the process of 

100% merger with Intelig, which operates as a provider of long-

distance land-line telephony and data transmission in Brazil. 

Announced in April of the same year, the merger will enable 

TIM to expand its network infrastructure, reducing expenses 

with leasing of means, accelerating the development of the 3G 

network and improving the Company’s competitive positioning 

in the telephony market.

Blue Man Group
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TIM Participações is a publicly-held company with shares listed on the São Paulo Stock Exchange and ADRs (American Depositary 

Receipts) traded on the New York Stock Exchange (NYSE). The Company is also a member of a select group of companies comprising 

the ISE (Corporate Sustainability Index) portfolio of the BM&FBOVESPA.

For more information, see also the Annual Report and the company’s consolidated financial statements.

Awards received in 2009 

Top Nikkey 2009 Award – Londrina (State of Paraná)

Award for Largest Payer of ICMS/ISS Tax (Brasília)

2009 Best Bronze Store Award

2009 Wall tile Award (State of Maranhão)

Correio de Uberlândia/State of Minas Gerais newspaper 

Top of Mind Award (“cellular telephony” category)

CE 2009 Taxpayers Award (State of Ceará)

Paraná Top of Mind Award 2009

University Top of Mind Award

Maringá Top of Mind Award 2009 (State of Paraná)

Londrina Top of Brands Award 2009 (State of Paraná)

Ímpar Magazine Award (State of Santa Catarina)

Empreendedor Magazine Award (State of Santa Catarina)

Entrepreneur José Paschoal Baggio Award 

(State of Santa Catarina)

Award – The companies showing most respect for consumers in 

Brazil (Consumidor Moderno)

coMMon %          Prefered % totAl %

tIM brAsIl 650,537,118 77.14 990,098,812 60.65 1,640,635,930 66.27

oTHeRs 192,744,359 22.86 642,354,771 39.35 835,099,130 33.73

totAl 843,281,477 100.00 1,632,453,583 100.00 2,475,735,060 100.00

Organizational Profile
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Parameters for  
the Report

Blue Man Group

For the second year in a row, the TIM Sustainability Report is 

using the Global Reporting Initiative (GRI) model. By adopting 

an international reference like the GRI when reporting our 

economic, social and environmental activities, it is our intention 

to provide consistent, transparent and complete information to our 

stakeholders as a whole. Our intention is for this information to 

increasingly strengthen dialogue channels with these stakeholders, 

which we have grouped into eight categories: customers, suppliers, 

competitors, civil society organizations, the environment, the 

community, our internal public and our shareholders. 

The document covers the period from January to December 

2009 and refers to the activities of TIM Participações S.A. and 

its subsidiary, TIM Celular S.A. However, data in this report does 

not encompass the data for the new subsidiary, Intelig, with the 

exception of the Value-Added Statement and the amounts for 

Net and Operating Revenues (iBase table) which include Intelig’s 

results for the month of December in the calculation. Next year 

the report will include all Intelig data. 

The previous Sustainability Report for 2008 attained the G3: B 

GRI – Checked level, that is, it presented B level reporting of the 

G3 GRI indicators and was verified by GRI itself. 

The data disclosed herein was collected on a quarterly basis 

by different Company’s areas involving 17 different data 

nuclei and 47 people. By so doing we were seeking a process 

of continuous improvement in the quality of the information 

and a wider degree of involvement in these topics within the 

Company’s different departments. 

The Sustainability Report is being published as a separate 

document comprising the TIM Annual Report as a whole. With 

the aim of making reading easier while integrating the information 

between the two documents, there are several clearly indicated 

points in this Sustainability Report which refer to data published 

in the Annual Report.

This Report was assured a limited review by Ernst & Young, an 

independent institution which took into account the directives 

determined by GRI G3 in its analysis of 27 indicators.  

Questions regarding the content of this document should 

be forwarded to Fernanda Rodrigues de Macedo at the 

Sustainability Department.

fmacedo@timbrasil.com.br / Cell phone: 55 21 8113-6050 

Telephone: 55 21 4009-3302
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Materiality – definition of the relevant 
matters to be reported

On account of the Materiality Survey used in the 2008 report 

having been carried out between the end of 2008 and early 

2009, its data also served as a reference for this Report. 

The survey conducted by BSD was a structured process for 

mapping and consulting the stakeholders considered strategic 

by the organization, and was made up of several activities: 

choosing the stakeholders, open telephone interviews with 

them, drafting of a list of material matters and matters to be 

included in the questionnaire, distance application of the 

materiality questionnaire (via e-mail), consolidation of the 

results and preparation of the materiality matrix. These activities 

complied with the directives and principles of GRI G3, so as to 

construct the materiality matrix for defining the relevant matters 

to be reported.

Twenty-two open interviews were held with officers, managers 

and employees representing 19 company areas; and 21 

interviews were held with representatives of external stakeholder 

groups. Interviewees were able to expose different positive and 

negative views and opinions about TIM, providing elements for 

identifying the significant topics and subject matters. These 

themes were listed in the questionnaire sent to participants, so 

that they could classify them according to their relevance – Very 

High, High, Medium and Low – in order to construct a materiality 

matrix, that is, rank the themes identified in order, taking into 

account both the priorities set by the Company management 

regarding relevant matters to the sustainability of the business, 

and the perception of the external stakeholders consulted on 

these same themes. 
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Materiality

Materiality Matrix:

The materiality matrix is composed of two axes: the Company’s 

perspective and the perspective of the stakeholders, including 

the internal public (not involved in management), customers, 

suppliers and distributors. Thus, when applying the questionnaire 

for classifying the topics, the internal public was divided into 

two groups – the representatives of the management and 

the Sustainability Area, with nine participants, and the other 

employees with 14 participants, whose opinions were taken into 

account together with those of the other stakeholders. In regard 

to the external public, the questionnaire was applied to the same 

group of 21 stakeholders that participated in the open interviews. 

As a result of this process, 11 key themes were identified, the 

so-called principal subjects. (see the table below) 

In this report we have sought to present the positions and the 

treatment given by the Company to each topic indicated, in the 

sections on Economic, Social and Environmental Performance. 

However, it is our understanding that taking advantage of the 

materiality matrix goes much further and serves as a guide 

for us to enhance our performance and relationship with the 

different publics from the sustainability perspective.

Main subjects

01 – Economic Performance

02 – Customers Relationship

03 – Human Rights

04 – Corporate Governance

05 – Human Resources

06 – Environment

07 – Suppliers and Distributors

08 – Public Regulation – ANATEL

09 – Products 

10 – Community Relationship

11 – Health and Safety

Le
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s

Level of relevance to the Company
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Governance,  
Commitments  
and Engagement 
 

TIM Participações is managed by a Board of Directors and an 

Executive Board and supervised by a Fiscal Council, which also 

performs the role of Audit Committee. There are two advisory 

committees to the Board of Directors composed only of members 

of the Board, namely the Internal Control and Corporate 

Governance Committee and the Remuneration Committee. Both 

were created at a meeting of the Company Board of Directors. 

The Executive Board is the Company’s representative and 

executive management body. It is composed of five members 

elected for a two-year term of office. The Company conducts its 

business in good faith and with loyalty and veracity, in addition 

to relying on four major general principles: 

(I) freedom of decision; 

(II) access to information;

(III) equality of treatment; and 

(IV) transparency.

        

TIM Participações has a Policy on the Disclosure and Use 

of Information and Securities Trading, as provided for by the 

Comissão de Valores Mobiliários (the Brazilian Securities 

Commission – CVM), with which management has been 

compliant by means of an instrument of adhesion. As part of 

this policy, a code of conduct has been established by which 

all employees must abide, and includes themes like access to 

privileged information, in addition to the imposing of restrictions 

on trading in the Company’s securities during certain periods. 

Board of Directors

The Board of Directors, the collective decision-making body, 

exercises the senior management of the Company. It is 

composed of nine members, with a term of office until the 

General Shareholders’ Meeting to be held in 2011. Mario Cesar 

Pereira de Araújo resigned from the position of CEO of TIM Brasil 

in early 2009, after six years in office, to take up the position of 

chairman of the current Board of Directors. 

The duties and responsibilities of the members of the board are 

determined under Brazilian legislation, by the Company’s bylaws 

and by the internal regulations of the Board of Directors. All 

decisions are registered in minutes. 

The Board usually convenes once a quarter and extraordinarily 

when called by its chairman, by any two officers or by the Chief 

Executive Officer. The Chairman of the Board may invite other 

members of the Executive Board, other executives and third 

parties to participate in the meetings, and they can contribute 

with opinions or recommendations involving the subject matters 

to be resolved on; however, these invitees are not entitled to vote.

None of the members of the Board of Directors or of the 

Executive Board was the owner or beneficiary of 1% or more of 

the Company’s common or preferred shares at the end of 2009.

Blue Man Group
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The audit committee, whose attributions are performed 

simultaneously by the fiscal council installed and in operation 

since 2004, comprises independent professionals recognized 

by the market and who have no other relationship with the 

Company. Of the five members of the fiscal council, one is 

obligatorily elected by holders of preferred shares, one can 

be elected by minority shareholders, provided they make up 

the quorum required by law, and the others are elected by the 

controlling shareholder.

It is incumbent on the fiscal council to independently monitor 

the actions of the Executive Board and to verify that they 

are complying with their legal duties and the bylaws; provide 

opinions regarding the annual reports, business plans and 

management budgets; and to review and opine on the 

Company’s financial statements. 

The fiscal council/audit committee can receive reports of 

inappropriate conduct from any person, anonymous or otherwise, 

regarding accounting, internal accounting controls or audit 

matters. Section 7 of the Code of Ethics of the Telecom Italia/TIM 

Group protects any persons reporting violations from retaliation. 

The Annual Report of the fiscal council/audit committee to the 

General Shareholders’ Meeting keeps a record of these events 

and how they are dealt with, maintaining secrecy regarding the 

names of whistle-blowers, except for those cases otherwise 

provided for in law. 

Reports can be sent by mail or e-mail  

comitedeauditoria@timbrasil.com.br 

Address for correspondence:

Comitê de Auditoria/Auditoria Interna 

Av. das Américas, 3434, Bloco 1, 7º andar – Barra da Tijuca 

22640-102 – Rio de Janeiro – RJ – Brasil 

The remuneration of the members of the Board of Directors 

and the Executive Board is recorded in the minutes of the 

Governance, Commitments and Engagement

organization’s General and Special Shareholders’ Meeting held 

on April 2, 2009, available on the site www.tim.com.br/ri.

Sarbanes-Oxley Act   

In 2009, TIM received certification for compliance with the 

provisions required under Section 404 of the Sarbanes-Oxley Act 

for the year 2008, a demonstration of the Company’s commitment 

to the highest levels of corporate governance. 

Disclosure Policy

We disclose the relevant facts of our activities in accordance with 

the terms of the Brazilian Securities Commission (CVM). The 

Company has a code of conduct in place which establishes clear 

rules to be followed by all employees with access to privileged 

information, in addition to imposing restrictions on trading in the 

Company’s securities during certain periods. 

Shareholders’ Rights

Each common share entitles its holder to a vote at the shareholders’ 

meetings. Holders of preferred shares are not entitled to vote, 

but may participate or address the shareholders’ meeting. One of 

the members of the fiscal council and their alternate are elected 

by a majority vote of preferred shareholders. Each shareholder 

enjoys preemptive rights on subscribing shares in any capital 

increase in proportion to their equity interest. 

Dividends Policy

The bylaws of TIM Participações allow for distribution of 25% of the 

adjusted net incomes to the shareholders, either as dividends or 

interest on shareholders’ equity. The Company is also obligated to 

pay a non-cumulative preferred dividend in an amount equivalent 

to 6% of the capital stock divided by the total number of common 

and preferred shares, or 3% of shareholders’ equity, whichever is 

greater. It is mandatory to maintain legal reserves, to which 5% of 

net income at the end of each fiscal year is added until the amount 

reaches 20% of capital. The annual dividend distribution is voted 

at the general shareholders’ meeting.
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Mission. Vision. Ethics 

In 2009, the review of the sustainability principles led us to 

reformulate the Company’s mission and to implement a set of 

sustainability-related policies. The aim of these policies is to 

expand the Company’s ability to deal with managing economic, 

environmental and social performance, in addition to better adjust 

it to the profile required of companies listed on the Corporate 

Sustainability Index (ISE) of BM&FBOVESPA.

In 2009, we re-thought the Company’s mission so as to align 

it with the commitments and the strategic direction of our 

business, where sustainable management has become an 

indispensable variable. 

Our mission is: 

To be close to the customer, offering innovative possibilities 

for connectivity, focusing on their different expectations and 

needs and contributing as an agent of social progress through 

sustainable management.

Our vision is: 

To be our customers’ number one choice, offering innovative and 

high-quality services, and becoming a benchmark of profitability 

in the telecommunications market in Brazil.

Internal Control Model 

TIM Participações has adopted the 231 Organizational Model of 

the Telecom Italia Group, whether for preventing the personal 

responsibility of someone who commits a crime contemplated 

in the decree from spreading to the corporate entity, or as a 

necessary instrument for regulating internal processes in line 

with the principles of transparency, good standing and loyalty 

that guide the group companies.

The model is based on Italian Law No. 231/2001 on corruption in 

relations with public officials, and provides for severe sanctions 

for crimes committed for their own gain or interest by managers 

and employees/staff in their relationships with public officials. 

Code of Ethics

The Code of Ethics is the basis of our organizational model and 

internal control system and abides by the same principles of the 

Telecom Italia Group.

Governance, Commitments and Engagement
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Our Code of Ethics guides and disciplines our employees’ 

behavior at all hierarchical levels in accordance with the group’s 

principles. Available on the intranet to all employees and constantly 

disclosed by means of different activities, the Code of Ethics 

requires compliance with the laws of the Country and ethical 

principles. It states that one of the Company’s main objectives is 

to create shareholder value through the efficient use of resources, 

enhancement of the excellence of its products and services, 

innovation and customer service. It demands that employees 

do not behave illegally or improperly, thus assuring the market, 

investors and the community in general of full transparency 

regarding its activities, while protecting strategic information. 

Some of the duties of the Company and its employees contained 

in the Code of Ethics are:

• Transparency in business;

• Promoting fair competition;

• Seeking excellence and competitiveness in the market;

•  Seeing to the wellbeing and growth of the communities in which 

it operates;

• Valuing its human resources; and

• Having sustainable development as a goal.

Besides the Code of Ethics, TIM also deploys a Code of 

Business Conduct, an instrument that establishes criteria for 

relationships with suppliers, customers, consumers and the 

community, avoiding situations or behavior potentially damaging 

to the Company’s interest, with a view to a fair and equitable 

relationship with the market and the business environment. 

Global Compact 

Since 2008, we have been signatories to the Global Compact, 

a voluntary initiative of the United Nations Organization created 

in 2000, bringing together representatives of private initiative 

over the world who have agreed to apply ten basic principles in 

the fields of human rights, labor relations, the environment and 

the fight against corruption. At TIM, just as at the Telecom Italia 

Group, these principles are being incorporated into our strategy, 

culture and daily operations, as well as into our behavior towards 

employees, partners, suppliers, customers and society. The 

Company’s Communication on Progress (COP) involving actions 

related to the principles of the Compact are reported through 

the Company’s own sustainability report. TIM’s first COP was 

disclosed in the 2008 Sustainability Report of TIM Participações, 

together with the indicators of the GRI Index. 

Governance, Commitments and Engagement

Our Code of Ethics states that one of the company’s 
main objectives is to create shareholder value through 
the efficient use of resources, enhanced excellence of its 
products and services, innovation and client service. 
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Engagement  
of Stakeholders 

Blue Man Group

As described in the opening to this Report, our activities take into 

account the expectations of all our so-called stakeholders whom 

we have grouped into eight categories: customers, suppliers, 

competitors, civil society organizations, the environment, the 

community (external stakeholders), the internal public and our 

shareholders (internal stakeholders). 

Throughout the different sections of this document we give details 

of the joint actions that have taken place through our regular 

daily work channels with most of these stakeholders. Below we 

describe some important aspects of these relationships:    

External Stakeholders

Customers 

Our principal relationship channel with users is the Customer 

Relationship Center (CRC), which receives requests, doubts and 

complaints, in addition to registering new pre-paid subscribers. 

We also have a team for serving customers at the appeal level. 

Interaction is daily and the solutions to requests take into account 

each situation. 

In order to get to know the degree of customer satisfaction with 

our services, we carry out two surveys – one of them on a monthly 

basis to evaluate satisfaction in regard to the CRC; the other on a 

half-yearly basis, to evaluate general customer satisfaction with 

the Company. In these surveys we have detected opportunities 

for improvement, which have led us to invest in enhancing the 

systems used by the CRC, in training service teams and in 

diversifying our online services.

Two online survey companies are monitoring the sites where TIM 

is mentioned (blogs, social networks, sites), so that we are alert 

to sensitive matters that are relevant to stakeholders and that do 

not show up in the formal channels. 

TIM on Twitter 

We joined Twitter aiming at a closer communication between 

consumers and TIM. The “TIMTIM por TIMTIM” channel (www.

twitter.com/timtimportimtim) is intended for commercial and 

institutional information. 

Suppliers 

Our criteria for selecting suppliers, besides the requisites 

involving terms, costs and quality, follow the directives of 

our Code of Ethics and our Code of Business Conduct. Our 

agreements contain clauses concerning aspects of ethics, 

respect for human and labor rights, environmental protection 

and the fight against corruption, in addition to adaptation to labor 

legislation. Our principal dialogue channel with suppliers is the 

site www.timcommerce.com.br, and whenever possible we strive 

to give priority to Brazilian suppliers. 

In 2009, we also put in place a process for evaluating our principal 

suppliers in sustainability-related matters for the purpose of 

strengthening mutual commitments regarding the Policy on 

Relationships with Suppliers in the Purchasing Process, while 

identifying opportunities for joint progress. At the end of 2009, the 

percentage of the principal suppliers selected by the Company 

for evaluation in sustainability-related matters stood at 90%.
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Engagement of stakeholders

Competitors

We operate in a highly competitive market. The regulatory 

aspects and the definition of parameters to ensure improved 

quality of the service rendered and of the relationship between 

the different players have been receiving the Company’s special 

attention. We and our competitors maintain a relationship of 

cooperation through several trade associations and working 

groups on technical topics.

In 2009, the Company and its competitors participated in 

associations and other groups involved in formulating public 

policies, so as to contribute to improving the industry. Examples 

include participation in the National Association of Cell Phone 

Operators (ACEL), working with Anatel on plans for universalizing 

telecommunications services and for the allocation of new bands 

to enable the population to access broadband telephony and 

data services of public interest.

The Environment

The principal environmental regulatory bodies with which TIM 

has contact are the state and local departments which manage 

environmental affairs (Departments of the Environment, of 

Works, of Urbanization etc.) and the Brazilian Institute for the 

Environment and Renewable Natural Resources (IBAMA). The 

Company does not receive visits with a pre-defined frequency 

from the environmental regulatory bodies. The frequency 

depends on the volume of the demand from public bodies. 

The major dilemma for the telecommunications industry is the 

electronic garbage created by disposing of cell phones and 

their accessories, a point reinforced by the stakeholders in our 

materiality test.

Furthermore, in 2009 we drew up the Company’s Environmental 

Policy including points like compliance with legislation, 

continuous improvement in the environmental performance and 

strengthening the commitment to sustainable development. 

Also that year, TIM customers were able to opt for phone sets 

with a smaller environmental impact, with the inclusion of the 

Samsung Solar, Motorola W233 and MOTOCUBO A45 cell 

phones in the Company’s portfolio. 

TIM clients were able to opt 
for phone sets with smaller 
environmental impact, thanks 
to the inclusion of the Samsung 
Solar, Motorola W233 and 
MOTOCUBO A45 cell phones in 
the Company’s portfolio.

Antena
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Community and civil society organizations

Contacts with this group of stakeholders are informal and 

permanent, so as to identify matters and needs. These are 

initiated through relations established with the regional offices 

or through the External Relations area. The Brazil End-to-End 

Project described on page 10 is a good example of the actions 

resulting from these relationships. 

We operate through three courses of action: 

• Charity - Intermittent support to a wide range of good causes; 

•  Community investments – Long term strategic involvement in 

community;

•  Initiatives in the community – activities involving support for the 

Company’s results, carried out in the communities.  

Projects can be developed in partnership with institutions or 

simply supported to fruition on account of their characteristics 

and their alignment with the Company’s strategies. Requests 

for support for social projects can be forwarded to the email 

projetosocial@timbrasil.com.br for analysis by the Company.

Internal Stakeholders

Internal public 

In our relations with the internal public, the company seeks two-

way communication. We use discussion groups for aligning the 

expectations of call centers and stores, in addition to management 

segments. HR maintains direct contact with potential candidates 

for internal recruitment. 

In addition to satisfaction surveys, we have developed and 

implemented collective and innovative means of internal 

communication like the Fale conosco (Contact us) website and 

the pop-up for relevant notifications about the business and the 

organization through the intranet. 

In the case of unions, a dinner is held every six months for 

relationship purposes. 

Shareholders

The Investor Relations area has a website (www.tim.com.br/ri) 

where all information of interest to the public is published, such 

as the disclosure of earnings, relevant facts, quotations and 

analyses. The data are permanently updated. 

In parallel, a relationship channel with shareholders was recently 

opened on Twitter (www.twitter.com/tim_ri ).

Engagement of stakeholders

We operate through three 
courses of action: Philanthropy, 
Investments in the Community 
and Initiatives in the Community.

TIM ArtEducAção project – photo by Mila Petrillo
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Application of the AA1000APS standard 

In 2009, interviews began with Company officers so as to map the stakeholders of each functional area at TIM, in accordance with the 

AA1000APS standard – Accountability Principles Standard. This is the first step of a process whose aim is to improve management 

of relations with stakeholders and bring to fruition actions of engagement which might lead to contributions to a more sustainable 

management of the Company. Below, a short summary of the preliminary results of this mapping. One can identify different channels 

within the TIM organization for several publics, revealing wider possibilities and greater potential for quality in the engagements.

functIon stAkeholders 

cusTomeR saTisfacTion 
managemenT

exTeRnal:  cusTomeRs, THe pRess, THe pRocon, consumeR associaTions,  
ReseaRcH insTiTuTes and RegulaToRy bodies.

RegulaToRy affaiRs exTeRnal: anaTel, public secToR (THe congRess, local goveRnmenTs and auTHoRiTies), compeTiToRs.

exTeRnal RelaTions
exTeRnal:  consumeRs, cusTomeRs, THe media, THe pRess, civil socieTy oRganizaTions,  

THe communiTy, RaTing agencies.

Human ResouRces inTeRnal: inTeRnal public;
exTeRnal: unions, safeTy bodies, univeRsiTies, minisTRy of laboR.

cHief commeRcial 
officeR

inTeRnal: maRkeTing, HR, puRcHasing and logisTics;  
exTeRnal: business paRTneRs and sales manageRs.

cHief maRkeTing 
officeR

inTeRnal: inTeRnal public; 
exTeRnal: consumeRs, cusTomeRs, conaR.

neTwoRk
inTeRnal: maRkeTing, sales and cusTomeR seRvice; 
exTeRnal: end cusTomeRs, supplieRs, anaTel, local communiTies (mayoRs, ciTy councils, THe judiciaRy).

Engagement of stakeholders
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Economic  
Performance

TIM is one of Brazil’s leading companies and because of its 

nationwide presence in around 3,000 municipalities, it makes a 

significant contribution to the economy of every region in the Country. 

These economic impacts are direct, like job creation, as well as 

revenues and taxes from products and services we purchase 

and sell, generating resources for our logistics chain in both 

directions. In addition, given the nature of the services we 

provide, we are supporting the Country’s economic growth 

by contributing to improving the efficacy and productivity of 

companies and individuals. There are also indirect impacts 

resulting from initiatives with stakeholders. 

In this section we will begin by presenting the economic impacts 

created in regard to employees, suppliers, investors, the 

community and government. We also analyze some specific 

questions involving the manner in which these impacts arise, 

from the sustainability viewpoint. We are aware that value 

creation is sustainable over time if we are capable of effectively 

integrating the expectations of the context in which we operate, 

while at the same time achieving our economic objectives.

Details of our economic and financial results can be found in the 

Annual Report. 

Our operating context in 2009 

The year 2009 began with a clear need to review the manner 

in which we had been doing business. In spite of the growth 

in business volumes in line with the continuous growth of the 

Brazilian cellular telephony market, which stood at 174 million 

lines at the end of 2009, our share of mobile telephony as a 

whole had declined, especially in the post-paid segment. We had 

also experienced losses in the quality of service in relation to the 

average for the category. 

We therefore needed to act on many fronts, and the set of 

actions we took turned out to be effective. We closed the year 

re-balancing our market share, with better balancing between 

post- and pre-paid business, in addition to commemorating 

growing customer satisfaction indices in all segments. In 

only six months after launch, the new pre-paid Infinity plans 

amounted to over 11 million customers, evidencing the success 

of our strategy of focusing on “talking more for less”. Our total 

subscriber base closed 2009 with 41.1 million lines, 12.9% over 

2008, representing a market share of 23.6%. 3G technology 

is present in the principal metropolitan regions, covering more 

than 30% of the total urban population.

Blue Man Group
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Economic Performance

Direct Economic Impacts 

Added Value Statements*

Distribution of added value 

Financial benefits received from the government:

vAlue creAtIon 2008  
(r$ 000)

2009  
(r$ 000)

(a) gRoss Revenues 16,392,151 16,714,733

(b)  goods and seRvices acquiRed fRom THiRd paRTies (8,025,236) (8,142,037)

  cosTs of seRvices pRovided and goods sold (5,475,372) (5,040,952)

  maTeRials, eneRgy, THiRd-paRTy seRvices and oTHeRs (2,549,864) (3,101,085)

(c) gRoss added value (a - b) 8,366,915 8,572,696

(d) ReTenTions (depReciaTion and amoRTizaTion) (2,408,545) (2,582,807)

(e) neT added value (c - d) 5,958,370 5,989,889

(f)  TRansfeRs
     equiTy income
     income fRom equiTy inTeResTs
     financial Revenues

1,164,662 834,126

(g) added value To be disTRibuTed (e + f) 7,123,032 6,824,015

cAteGorIes
2008  

(r$ 000)
2009  

(r$ 000)

RebaTes fRom Taxes and fees 33,290 88,851

2008  
(r$ 000)

2009  
(r$ 000)

payRoll and cHaRges 548,007 478,223

salaRies 354,126 322,318

social secuRiTy cHaRges 28,697 29,133

pRivaTe pension pRogRam 5,810 4,725

benefiTs 99,976 109,866

pRofiT sHaRing 59,398 12,181

goveRnmenT 4,646,630 4,804,781

Taxes, fees and conTRibuTions, neT of subsidies (exempTions) 4,646,630 4,804,781

fundeRs 1,748,243 1,326,118

inTeResT and leases 1,748,243 1,326,118

sHaReHoldeRs 171,144 204,149

inTeResT on sHaReHoldeRs’ equiTy and dividends 171,144 204,149

ReTained 9,008 10,744

income/loss foR THe yeaR 9,008 10,744

*Note: income for 2009 includes Intelig data for the month of December, both in the generation and distribution of value.
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We believe that the Company may be exposed to regulatory risks in 

the near future, driven by the new fund created by the rich nations 

that in December 2009 at the UN Conference on Climate Change, 

held in Copenhagen, agreed to channel US$30 billion over the next 

three years to assist poor nations in dealing with climate change. It 

is estimated that Brazil will invest U$16 billion to meet these goals, 

which will tend to increase regulation. 

In 2008, TIM began surveying the CO2 emissions from its 

operations, retroactive to 2007, based on the Greenhouse Gas 

Protocol (GHG Protocol) methodology. Emission factors from the 

United Nations Environment Programme (UNEP) and the Brazilian 

Ministry of Science and Technology were also employed. The 

aim of this initiative is to understand and render transparent the 

Organization’s emissions, so as to draw up action plans for reducing 

them. The Company’s carbon inventory includes emissions 

from the Company’s burning of fossil fuels, the consumption of 

energy purchased, air travel by employees on business, the daily 

commuting of employees and the fuel used in the outsourced fleet 

for distributing the products we sell at the points of sale. 

TIM is present in all Brazilian States and the prediction of extreme 

climatic events may affect its business activities and cause possible 

physical risks:

•  Higher electricity consumption in order to maintain network 

equipment at the desired temperature;

•  Higher energy costs and rationing of its supply on account of the 

fact that a large part of the energy generated in Brazil is generated 

by hydroelectric plants;

• Scarcity of renewable energy sources;

•   Influence of humidity and salinity on the useful life of the equipment;

•  Negative impact on mobile telephony signals in case of higher 

rainfall levels;

•  Adverse financial impact due to higher prices for natural  

disaster-related insurance;

• Impact on employee health and well-being;

• Loss of income by consumers; and

•  Interruptions or deterioration in the provision of telecommunications 

services as a result of possible environmental disasters in  

network infrastructure.

As a result of climate change, TIM may also be exposed to a change 

in the behavior of customers who may opt to look to environmentally 

responsible companies that adopt transparent practices. Therefore 

TIM will have to enhance and update its environmental policies so 

as to meet the demands of society and minimize the impact of its 

business on the environment. 

TIM may also be exposed to changes in the behavior of investors 

worldwide, who already include climate change-related questions 

in their investment decisions. In addition, by causing possible 

environmental disasters, climate change may lead consumers’ loss 

of income, consequently reducing their ability to acquire services. 

Climate change may contribute to more people avoiding 

unnecessary commuting and preferring to use telecommunications.

 

Economic Performance

Financial implications and other risks and opportunities arising from climate change 
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TIM’s strategy is centered on the convergence of mobile network 

services and products involving mobile, fixed and broadband mobile 

telephony, so as to ensure the use of technology in the customer’s 

favor in these circumstances. In this manner our sector can 

contribute to reducing the emissions arising from the commuting of 

people, in addition to being the base for optimizing manufacturing 

processes and logistic flows across a wide range of sectors, 

generating significant reductions in emissions. The evaluation of 

climate change-related risks and opportunities is carried out annually 

so as to respond to the Carbon Disclosure Project questionnaire 

approved by the Company’s senior management. 

Private Pension Program 

TIM offers its employees a defined contribution pension plan 

managed by Banco Itaú, in which the employee contributes 

with the same amount as the Company and with the possibility 

of retroactive payment for the time of the employee with the 

Company. This amount is calculated based on the salary 

the person receives. Up to the amount of R$2,620.00, TIM 

contributes 1% of the salary amount, while the employee is 

exempt from contribution. 

Where the employee receives a higher salary, the amount of 

the contribution by TIM up to R$2,620.00 is 1% and, in regard 

to the remaining salary amount, the Company’s percentage 

contribution is 6.6%. In this case, the employee contributes 

equally with TIM. In this plan, all employees are eligible and 

can join at any time, provided this is within the periods agreed 

to between TIM and Banco Itaú.

Sistel and TIMPREV

In regard to the pension plans managed by closed pension 

plan entities, TIM currently sponsors the following plans 

described in detail below:

 PlAn tyPe (1) entIty/ 
MAnAGer sPonsor  

pbs-a bd sisTel

Tim celulaR and Tim noRdesTe (meRged inTo 
Tim celulaR in 2009), joinTly and  

seveRally wiTH THe oTHeR TelecommunicaTions  
companies THaT aRose fRom THe  

pRivaTizaTion of THe TelebRas sysTem

pbs – Tele celulaR sul bd Hsbc Tim paRTicipações and Tim celulaR

adminisTRaTion covenanT bd Hsbc Tim celulaR

pbT – Tim (TelepaR celulaR benefiTs plan) bd Hsbc Tim celulaR

TimpRev sul cd Hsbc Tim celulaR

pbs – Tele noRdesTe celulaR bd Hsbc Tim noRdesTe (meRged inTo Tim celulaR 
in 2009)

TimpRev noRdesTe cd Hsbc Tim noRdesTe (meRged inTo Tim celulaR 
in 2009)

Economic Performance

(1)  BD = Defined Benefit Plan; 

     CD = Defined Contribution Plan.
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There are closed defined contribution pension plans managed by 

HSBC (TIMPREV SUL and TIMPREV NORDESTE), in which only 

those employees who were participants in the defined benefit plan 

managed by Sistel were offered migration, while joining this plan 

is not offered to any other employees. Therefore only the former 

employees the Telebras system participate in this plan.

The employee and employer contribution percentages are the 

same and are defined as follows:

•  Employees receiving salaries equal to or less than 12.5 URT 

(TIM Unit of reference) contribute with 0.71%; and

•  Employees receiving salaries between 12.5 and 218.3 URT 

contribute with 4.73% and deduct 0.5025 URT from this amount.

The value of the URT in 2009 was R$195.97.

HSBC also manages four defined benefits plans (PBS – Tele 

Celular Sul, Management Arrangement, PBT – TIM and PBS – 

Tele Nordeste Celular) covering employees and beneficiaries of 

TIM who opted not to join the Company’s defined contribution 

plan. These plans are offered to a closed mass of participants, 

with new participants forbidden to join. 

In these defined benefit plans, the contributions of the participant 

and the sponsor are determined on an annual basis by HSBC, in 

accordance with the plan’s requirements. 

In December 2009, all these plans had collateral assets 

exceeding the actuarial commitments. The funding requirement 

estimated for the 2010 business year is zero. In 2009, three of 

them showed zero funding requirements and in one received 

contributions, in the proportion of 64% for the Company and 36% 

for the participants. 

Lastly, there is the PBS-A benefits plan managed by Sistel 

(closed private pension entity), which originated at the time when 

the Telebras system was privatized, and only has participants 

who already receive benefits; therefore this is a closed mass. 

The peculiar feature of this plan is the fact that it is sponsored 

not only by TIM Group companies, but also by all telephone 

companies created under said privatization process. The PBS-A 

is currently in surplus, and no funding requirements are expected 

on the part of the Company or the participants.

Atypical Contractual Relationship Instrument

In succession to the partial spin-off process of Telecomunicações 

do Paraná S.A. – TELEPAR, the Company is the sponsor of 

supplementary retirement plans instituted in 1970 under a 

Collective Bargaining Agreement and ratified by the Atypical 

Contractual Relationship Instrument entered into between 

the Company and the unions representing the then-existing 

professional categories.

The agreement covers 86 employees hired prior to December 

31, 1982, granting them a supplementary pension. This right is 

only granted if these employees retire after having completed the 

minimum term for retirement (30 years for men and 25 for women).

On account of the spin-off of Telebras in June of 1998, the 

Company opted to extinguish this supplementary retirement 

plan. As a result of the termination of this plan, the Company 

allowed plan participants to receive a cash payment of the 

accumulated benefits, or transfer their accumulated benefit 

obligations to the PBT – Sistel plan. The majority of employees 

participating in the plan opted for cash payment or for joining 

the PBT-Sistel plan. The provisioned remainder will be used to 

cover the benefits of those employees who have not yet made 

their options (four employees on December 31, 2009 and 2008).

The obligation to pay the pensions defined by the Company’s 

retirement plan lies with TIM, but with separate funds deposited 

monthly with HSBC where a fund managed by HSBC was 

created. Should this fund not have sufficient funds to cover the 

payment of the pensions, the liability for covering the amount and 

increasing the contribution rests with TIM. 

Economic Performance
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The annual contribution contemplated for the defined contribution 

plans in 2010 (the only ones with non-zero funding requirement) 

is R$178 thousand. In the case of the PBS-A managed by 

Sistel, the responsibilities of TIM follow this same principle, 

whereby in this case responsibility is assumed jointly and 

severally by the different sponsor companies. 

Lower salaries compared to the local minimum salary 

TIM has a salary floor fixed in the Collective Labor Agreement 

(ACT) executed with the employees’ class union, which means 

that we apply the floors fixed in the ACT rather than the regional 

office floor. 

The table below compares the local or national minimum salaries 

– for locations where no regional minimum exists – with the 

lowest salaries paid by the Company regardless of the salary 

agreed to in the ACT. 

In the Mid-western regional office and in the offices in the States 

of Espírito Santo and Santa Catarina, the average is almost 40% 

above the regional floor, while in the Northern regional office the 

average is 32% above. 

Of those States where regional minimum salaries exceed the 

national level, we are above the floor in Rio Grande do Sul 

(27%), in São Paulo (5%) and Rio de Janeiro (1%). In Paraná, 

the salaries of 0.2% of the employees are 19% below the 

regional floor.

Economic Performance

 2008 2009

PlAn

locAl  
MInIMuM 
sAlAry

(r$)

lowest 
sAlAry PAId 

(r$)

eMPolyess 
receIvInG 

the lowest 
sAlAry (%)

% below 
or Above 

the locAl 
MInIMuM

locAl  
MInIMuM 
sAlAry

(r$)

lowest 
sAlAry PAId 

(r$)

eMPolyess 
receIvInG 

the lowest 
sAlAry (%)

% below 
or Above 

the locAl 
MInIMuM

são paulo Regional 
office sp (capiTal and 
HinTeRland aRea) 450 524 13% 16% 530 555.44 9% 5%

Rio de janeiRo 
Regional office Rj 470.34 539 9% 15% 531.55 539 9% 1%

Rio de janeiRo 
Regional Rj 415 648 23 56% 465 648 10% 39%

Regional office  
souTH pR 531 472 0.30% 11% 620.46 500 0.2% 39%

Regional office  
souTH sc 415 648 12% 56% 465 648 17% 39%

Regional office  
souTH Rs 477.4 648 38% 36% 511.29 648 9% 27%

Regional office  
mid-wesT df, go, To, 
mT, ms, Ro, ac 415 584 0.20% 41% 465 648 4% 39%

Regional office  
easT mg, ba, se 415 494 0.20% 19% 465 524 0.30% 13%

Regional office  
noRTHeasT pe, al,  
pb, Rn, ce, pi 415 464 16% 12% 465 465 9% 0%

Regional office  
noRTH pa, am, ma, 
ap, RR 415 613 23% 48% 465 613 7% 32%

Note: National minimum salary at the end of the year: R$415.00 (2008) and R$465.00 (2009)
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Policies, practices and proportion of 

expenditures with local suppliers 

The Company has no policies on purchases or practices and 

procedures that give priority to local suppliers. However, 

whenever possible we try to create relationships with suppliers 

headquartered in Brazil. 

All agreements and purchase orders contain a clause which 

ensures respect for and compliance with the TIM Code of Ethics 

and the principles of the Global Compact, like respect for human 

and labor rights, the principles of environmental protection and 

the fight against corruption.

In 2009, the Company created an important policy regarding the 

“Relationship with Suppliers in the Purchasing Process,” which 

includes social and environmental responsibility of the goods 

and services acquired and the continuous improvement of the 

Company’s relationship with the suppliers.

This year the Company initiated a process for evaluating 

its principal suppliers in sustainability-related matters. The 

responses from this evaluation are not taken into account in 

the supplier qualification and selection process, serving only to 

strengthen the mutual commitments regarding the Relationship 

Policy while identifying opportunities for joint progress.

 

In 2009, 90% of the principal suppliers were evaluated in a 

universe of 29 suppliers considered critical, based on an analysis 

of risk to the business. 

Indirect Economic Impacts 

Indirect economic impacts are additional consequences of the 

direct impacts of any financial activity and flow of funds between 

the Company and its stakeholders impacting the well-being 

and long-term development of a community or other group  

of stakeholders. 

Telemedicine pilot project 

In November 2009, in partnership with Telecom Italia and the City 

Administration of Rio de Janeiro, TIM presented an innovative 

Telemedicine Project in the public health field in Brazil, combining 

Internet connection and TIM mobile telephony. 

Using the MyDoctor@Home platform created by Telecom Italia, 

it is possible to transmit electrocardiograms done with portable 

electrocardiographs installed at health units to the Miguel Couto 

hospital. The portable electrocardiograph has to be connected 

to an ordinary cell phone with software for sending data to the 

MyDoctor@Home platform. 

This enables cardiologists to evaluate examinations at a distance 

and to share opinions and possible recommendations with the 

health unit teams using the same platform. As a result, when the 

patient arrives at the hospital, he has already been forwarded for 

the appropriate treatment, which increases their well-being and 

avoids unnecessary saturation of the hospital structure. 

In addition, as the equipment is easy to carry, the service could 

evolve to homecare, being taken to the location where the 

patient is to be found, which would be ideal in those cases where 

traveling is not recommended. 

The pilot plan was implemented at two health units located in 

the Santa Marta community and on Guaratiba Island which are 

connected to the cardiology unit of the Miguel Couto hospital. 

In 2009, the investment in the project was R$24,670.00. The 

effectiveness period of the project agreement runs until December 

31, 2010, and may be extended if the parties so agree.

It is not the Company’s practice to undertake specific surveys 

for identifying the needs or priorities of the communities where 

it operates, prior to making indirect investments. The situations 

have been analyzed based on normal contact of stakeholders 

with the different areas of the Company.

Economic Performance
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TIM PDV – Recarga Online

The TIM PDV is a new way of inserting credits into TIM  

pre-paid cell phones. The major axes structuring the pillar of this 

innovation are: sustainability, cost reduction and optimization of 

operating processes.

Launched in August 2008, TIM PDV does online reloading 

transactions using the TIM GSM network and commands on 

the specific cell phone enabled. Wherever there is a TIM GSM 

signal, reloading is possible. 

USSD (Unstructured Supplementary Service Data) technology 

proposes to strengthen the culture of sustainability inside  

and outside the Company by substituting the use of physical 

reload cards. 

Since the initiative was implemented, there has been a 45% 

reduction in the share of sales of physical cards by TIM. 

Through TIM PDV, the Company further boosts the micro retail 

sector, as it enables small enterprises to sell the reloads in an 

easier and more accessible manner, thereby leading to a more 

sustainable world.

Relevance for the retail sector

Among the countless benefits of TIM PDV for the retail market 

and for customers, the highlights are:

•  Greater security for the retail sector:  TIM PDV aims at substituting 

the physical reload card much sought after by robbers;

•  Greater penetration in areas of risk: sale of physical reload 

cards enjoys low acceptance on the part of establishments 

located in areas with high levels of robbery. The TIM PDV 

breaks down that barrier. Neither the set nor the SIM card have 

any value. All amounts are transactioned directly on the TIM 

platform. Nevertheless, if the set and the SIM card used for 

TIM PDV are stolen, the establishment will suffer no damage. 

The set does not work with any other SIM card, which inhibits 

stealing it. Each sales transaction is also password-validated, 

that is, the individual will not have the password, and even 

should they try, three wrong entries means the chip being used 

is automatically blocked;

•  Higher increases in sales: with TIM PDV, the physical 

logistics of delivery are no longer required. Unlike the sale 

of physical cards, the retailer receives the amounts to be 

sold via the system. The new reload system works in line 

with the financial concept, that is, the retailer no longer has 

to purchase quantities per reload amount, as in the card 

process. They acquire the reload from the authorized TIM 

distributor and this amount is deposited in a checking account 

of the establishment which communicates with the terminal 

being used. While the balance is positive, the establishment 

continues to make sales to end customers. TIM PDV also 

enables the establishment where the terminal is installed to 

monitor the balance in its checking account using USSD, and 

if the balance is running out, it can request more from the 

TIM distributor;

Economic Performance
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•  Greater mobility of the sale: since TIM PDV uses a GSM cell set 

for promoting sales, it brings total mobility because the retailer’s 

establishment does not have to be operating to sell the reload. 

Even outside business hours or while the store is closed, they 

can take TIM PDV in their pocket and reload the pre-paid cell 

phone of any customer who needs it on the street, in a football 

stadium, or during a weekend meeting with friends etc. This is 

so because TIM PDV is available at all times for making sales. 

Wherever the TIM signal exists, the set promotes mobile sales;

•  Sales to a wider area: TIM PDV brings a new reality to many 

regions previously without access to TIM reloads. In many 

regions throughout Brazil, where access is difficult, like 

for example the Northern region and the hinterland area, 

supplying physical cards which depended on physical logistics 

was subject to delays or unpunctual service. Customers who 

needed to communicate immediately had to make their way to 

the next establishment which offered reload services. As TIM 

PDV does not depend on supply using physical logistics, these 

sales in more distant regions are not lost and the customer is 

served in a convenient manner. In another case, if for example 

the customer is traveling and needs to reload their cell phone, 

they can get in touch by telephone with any establishment and 

request a TIM PDV reload, receiving the credits wherever they 

may be. In locations of difficult access where cards had to 

arrive by boat, for example, in the North of Brazil, there is no 

longer the risk of lack of supply of reloads or of unsold stocks 

of cards. Against this background we see an improvement in 

the Company’s competitive position and we have created new 

business opportunities for TIM and for small enterprises by 

eliminating costs.

We should also stress the improvement in the service. Customers 

can obtain reloads quickly and efficiently. The salesperson at the 

point of sale enters the customer’s telephone number, chooses 

the amount of the reload, enters the password for validation 

and confirms the sale. Thereafter the customer’s cell phone 

automatically receives a text message (SMS) with the transaction 

details, with no paper proof or card to dispose of. Reloading is 

concluded in total security and credits can be used immediately.

Economic Performance
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Environmental 
Performance

Blue Man Group

Environment Management 

In 2009, TIM launched its Environmental Policy inspired by the 

Directives of the Global Reporting Initiative and on the Principles 

of the Global Compact. The principles of this policy are to 

ensure compliance with the legislation and the directives of the 

Telecom Italia Group, and to ensure continuous improvement 

of environmental performance, in addition to strengthening 

the commitment to sustainable development. The Company’s 

activities will bear in mind the following objectives:

• To prevent pollution risks, through activity planning and control;

•  To reduce the use of natural resources (water, fossil fuels, 

energy etc.);

• To encourage reductions in emissions of atmospheric pollutants;

• To comply with legal limits on electromagnetic emissions;

•  To keep waste production to a minimum and encourage recycling;

• To prevent environmental emergencies; and

•  To raise internal and external public awareness about 

environmental matters.

Processes involving activities with greater potential adverse 

environmental impacts rely on specific transverse management 

programs which include goals and contemplate the monitoring 

and management of the results.

In order to define its strategies, TIM takes into account the 

environmental aspects considered material by the stakeholders, 

as described in the Report Parameters section. The material 

environmental indicators highlighted by the materiality test are the 

collection and recycling of cell phones, batteries and SIM cards 

(high materiality) and the impact of the antennae installations on 

the environment and the community. Other relevant environmental 

questions raised by the stakeholders were greater attention 

to conscientious consumption involving educating the internal 

public in this respect, in addition to the potential benefits of 

communications technology in disseminating sustainability.

TIM has assumed widely published voluntary commitments, 

such as the Global Compact, the Carbon Disclosure Project and 

the “Empresas Pelo Clima” (Companies for Climate) platform. 

In addition, the Company is part of the Corporate Sustainability 

Index (ISE) of the BM&FBOVESPA for the second year in a row.

Monitoring of information and environment-related data and 

indicators are compiled by the area responsible for preparing this 

report while responsibility for managing the indicators rests with 

the areas that gather this information. 

An important step concerning environmental responsibility was 

taken in 2009, with the creation of a multifunctional group – the 

Environmental Committee – with the mission of organizing and 

delivering an environmental management system with a view to 

obtaining the ISO 14001 Certification in 2010. The certification 

will be awarded to the network function, with the scope of 

operations to include the Network Management Center – Rio de 

Janeiro (State of Rio de Janeiro) and Santo André (State of São 

Paulo) –, in addition to the centralized operation of the Service 

Quality Assurance team.



38

The Company maintains a structured program on awareness 

and education about sustainable development involving its 

entire internal public. In 2009, TIM drew up an online training 

course on sustainability, so as to disseminate this theme to 

those stakeholders. 

Environmental Commitments and 

Performance in Relation to the Goals

We have a set of environmental commitments for which goals 

have been established and are monitored. In 2009, we exceeded 

all our environmental goals. For 2010, our environmental 

commitments have suffered the following alterations:

•  We have excluded the goal of reducing paper acquired for office 

use, since rationalization of the use of this material has already 

been incorporated into the Company’s culture.

•  We have expanded the universe of suppliers evaluated in 

regard to sustainability and, as a result, we have altered the 

way we monitor the commitments where this item is concerned.

•  We have included goals for electrical energy and water 

consumption in the offices.

Action plans have been created so that the sectors involved take the steps required for attaining their environmental goals.

IndIcAtor MeAsure
2008 

result
2009 
GoAl

2009 
result    

2010
GoAl

To Reduce THe quanTiTy of papeR  
acquiRed foR use in THe offices % 2.1 11 -

peRcenTage of Recycled wasTe oveR  
ToTal wasTe geneRaTed in THe offices

% 41 43 49 51

collecTion of ouT-of-use cell pHones,  
baTTeRies and oTHeR accessoRies foR Recycling

Tons 10 11 19 12

susTainabiliTy evaluaTion index of THe pRincipal supplieRs % - 30 90 -

numbeR of supplieRs evaluaTed  
in susTainabiliTy-RelaTed maTTeRs

no. - - 29 70

ReducTion in eneRgy consumpTion in THe offices kwH - - 72,739,757 1,000,000

ReducTion in waTeR consumpTion in THe offices m3 - - 173,057 2,400

Environmental Performance

Performance in Relation to the Environmental Goals 

Processes involving activities with greater potential 
adverse environmental impacts rely on specific 
transverse management programs which include goals 
and contemplate the monitoring and management of 
the results.
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Materials 

Management of materials used for providing TIM products and 

services is based on the directives established in its environmental 

policy. Some of the positive effects of this strategy have already 

been felt in cost reductions and in keeping environmental impacts 

to a minimum.

Materials Used by Weight or Volume

Paper is the most significant source of material consumed 

at TIM. We continue to monitor consumption in the activities 

requiring this resource: issuing invoices, office use, use in bags 

and leaflets at the points of sale. 

Global consumption saw a reduction of 22.3% in relation to 

2008. The sharpest reduction (35%) was felt in purchases of 

paper for marketing leaflets, the activity that consumes most 

paper in the Company. This reduction is due to the efforts in 

avoiding wastage of materials which quite often were held in 

stock and never used. 

The volume of paper consumed in bags was 12.4% less than 

in 2008. In the offices, the reduction was 11.1%, exceeding the 

reduction goal for this item, which was 2.1% for 2009. For 2010, 

no goal has been set in relation to the acquisition of paper for 

the offices, since this practice has already been incorporated 

into the Company’s culture.

Furthermore, the Company continues to disseminate directives 

and procedures focusing on reducing internal consumption 

of paper and its attendant costs, involving the substitution of 

stand-alone printers, fax machines, scanners and copiers by 

multifunctional equipment which centralize all these tasks. 

The policies on restrictions on printing, allied with internal 

awareness campaigns regarding reduction of consumption, 

have contributed to savings in paper and other resources such 

as toners.

totAl PAPer consuMPtIon (kG) 2009
totAl

2008
totAl

papeR foR inTeRnal use 92,078 103,616

bags  290,563 331,773

maRkeTing 1,194,424 *1,837,315

invoicing  981,688 1,020,614

totAl 2,558,753 3,293,318

* This figure was corrected in the 2009 Report, as the volume 

informed in the previous report was less than the actual volume. 

Environmental Performance

In 2010, a goal was not set 
forth for the acquisition of 
paper supplies, as this practice 
is already incorporated into the 
Company’s culture.
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Of the volume of paper consumed in 2009, 84.6% originated 

from recycling, while in 2008 this figure was practically 

100%. The larger reduction in the use of recycled paper 

occurred in issuing invoices to post-paid customers, since 

these accounts are now printed on FSC (Forest Stewardship 

Percentage of Materials used originating from Recycling

Council) – certified paper manufactured using raw material 

from sustainable forest handling since July 2009. The volume 

of FSC paper stood at 15.3% of the total consumed. The use 

of white paper stood at 0.05% of the total. 

  2009 (kG) totAl recycled fsc whIte

papeR foR inTeRnal use 92,078 90,768 0 1,310

bags  290,563 290,563 0 0

maRkeTing 1,194,424 1,175,824 18,600 0

invoicing  981,688 608,732 372,956 0

totAl 2,558,753 2,165,887 391,556 1,310

peRcenTage 100% 84.65% 15.30% 0.05%

2008 (kG) totAl recycled fsc whIte

papeR foR inTeRnal use 103,616 102,101 0 1,515

bags  331,773 331,773 0 0

maRkeTing 1,837,315 1,837,315 0 0

invoicing  1,020,614 1,020,614 0 0

totAl 3,293,318 3,291,803 0 1,515

peRcenTage 100% 99.95% 0.00% 0.05%

Environmental Performance
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Energy

TIM has been striving to implement measures for reducing energy 

consumption, seeking to encompass not only its activities and 

operations, but also the consumption phase of its products and 

services in the search for continuous improvement of processes. 

The actions aimed at controlling and reducing the wastage of 

resources, the search for best market practices and the use of 

innovative alternative technologies have been the methods used 

to achieve these objectives. 

Environmental Performance

In addition, we have sought to better understand our impact on the 

environment by means of actions like drawing up the Company’s 

carbon inventory. In 2009, we began conduct a survey with the 

internal public, so as calculate emissions of CO2 arising from the 

fuel burnt by employees on their daily commuting from home to 

work and back.

totAl enerGy used (GJ) 2008 2009

gasoline 60,879 66,421

diesel – veHicles 1,354 1,323

diesel – geneRaToRs 11,585 17,000

totAl dIrect enerGy 73,818 84,744

elecTRiciTy 1,001,406 1,049,619

totAl IndIrect enerGy 1,001,406 1,049,619

totAl 1,075,224 1,134,364

Direct and indirect energy consumption 

NMC São Paulo
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In 2009, TIM consumed 1,134,364 gigajoules (Gj) of (direct and 

indirect) energy, 5.5% more than in 2008. Of this total, 93% 

referred to the consumption of electricity purchased, considered 

in the case of Brazil a mixed source, with renewable energy 

(water sources) prevailing. 

TIM is adopting the following measures in order to achieve its 

goals for reducing internal energy consumption: 

• Turning off computers after business hours

• Monitoring the air conditioning system

•  The search for energy efficiency using new alternatives for the 

lighting system

• Partial illumination of rooms used at night and weekends

The variation in the demand for energy observed in 2009 does 

not mean there was a decline in the company’s energy efficiency. 

To measure the effects of the different measures we are adopting 

to reduce energy expenditures, in 2009 we began calculating the 

TIM eco-efficiency in relation to the energy consumed.

Eco-efficiency in energy

The purpose of this indicator is to show the Company’s efficiency 

in performing its business, on account of the quantity of energy 

consumed. In the case of TIM, it is desirable that the ratio of the 

quantity of services (bits) to energy consumed (joules) in carrying 

out these services be increasingly higher. The eco-efficiency 

values for 2009 were calculated by comparing the Company’s 

consumption of fossil fuels and of electricity with the entire voice 

and data traffic that transited on the Company’s network during 

the year. With the 2009 consolidated results on the graph below, 

it is not yet possible to analyze the Company’s efficiency, since 

the methodology is still in the study phase and there is not a 

sufficient track record showing the trends in variations. 

In addition to the parameters indicated by the energy eco-

efficiency graph, we are continuing to invest in administrative 

improvements which, besides reducing energy, also aim to make 

cost savings.

TIM Brasil Eco-efficiency
Bit/Joule

4Q093Q092Q091Q09

104.64 103.84 112.86 116.82

Environmental Performance

To measure the effects of the 
different measures we are 
adopting to reduce energy 
expenditures, in 2009 we 
began calculating TIM’s  
eco-efficiency in relation to  
the energy consumed.
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Power Saving

Another of the company’s energy efficiency actions were 

the tests of the Power Saving project which, by updating a 

network software, seeks to reduce the energy consumed by the 

company’s Base Transceiver Station (BTS). The new software 

calculates the requirements of connected network equipment 

in a location in accordance with customers’ demands for TIM 

services. If there is no demand, the software shuts down the 

equipment, turning it on again as required, thereby permitting 

intelligent energy consumption by the network area. 

The pilot project carried out in São Paulo produced satisfactory 

initial results, generating average savings of 6.2% of the energy 

consumed at the two ERBs tested. The Company is evaluating 

these results, so as to expand the project for 2010, taking all due 

care to maintain the quality of the service. 

Besides Power Saving and eco-efficiency calculations, the 

Company is adopting administrative actions for reducing 

energy use, so as to reduce expenditures on this resource. Two 

important changes adopted before 2009 have contributed to 

reducing the demand for energy: the shutting down of the former 

data processing center, and the revision of the class of energy 

contracted by the Company’s head office for the commercial area.

sThe different measures adopted by the Company for improving 

energy conservation and efficiency have led to a reduction in 

energy expenditures. 

Low energy-consumption products and services

In 2009, TIM offered its customers several alternative products in 

which the differentials are the lower consumption of energy and 

the use of alternative energies, the highlight being:

•  The inclusion of Motorola W233 Eco in the Company’s portfolio, 

a set with a longer battery life and which uses less energy.

•  The inclusion of Samsung Solar E1107 in the Company’s 

portfolio, the first set enabling users to charge the battery using 

solar energy. Solar affords uninterrupted autonomy for voice 

conversation of between 5 and 10 minutes after charging for 

an hour.

We do not yet have a methodology that enables us to measure 

the energy saved by TIM customers using these sets, since 

these savings also depend on customer behavior – for example, 

saving the cell phone battery or preferring to charge it with solar 

instead of electrical energy. In 2010 we intend to work with 

phone set manufacturers to develop a methodology capable of 

quantifying the improvements in energy consumption these cell 

phones afford. 

Environmental Performance
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However, the company’s initiative in offering environmentally 

friendly sets reflects the market’s requirement for more 

conscientious consumption options, thereby contributing 

to disseminating this theme within society while increasing 

awareness of the question of sustainability. 

- Recarga Verde (Green Reload) or TIM PDV is an online reload 

system activated from the cell phone, dispensing with the need for 

physical cards and contributing to reducing energy consumption 

in different ways. Paper savings in 2009 amounted to four tons, 

and plastic savings amounted to one ton, representing savings 

of over 32 million reload cards which ceased to be manufactured 

on account of TIM PDV, thereby contributing to reducing 

consumption of raw materials and, natural resources, not to 

mention fewer cards to dispose of. 

In addition, online reloads reduce the CO2 emissions arising 

from transporting the cards, reduce the risk of robbery, increase 

the availability of the product and customer convenience and 

satisfaction, as well as provide the market with leading-edge 

technology. 

From August 2008, when TIM PDV was launched, until the end 

of 2009, there was a reduction of 45% in the share of sales of 

physical cards. Creating and implementing it was a response to 

the search for new technologies which were both economically 

and environmentally positive. 

Today, over 90,000 points of sale offer the online reload option, 

and the expectation is that by December 2010, TIM PDV will be 

available at 150,000 points of sale throughout Brazil. For the retail 

market this innovation ensures the construction of a network of 

quality services, especially security, penetration in areas of risk 

and greater sales mobility and geographical reach.

Environmental Performance
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Water

The source of the water used by TIM in its activities is 

predominantly the urban distribution system. The Company’s 

activities are not water-intensive and consumption thereof does 

not have a significant impact on the availability of this resource 

for other users and systems.

wAter usAGe (M3/yeAr) 2007 2008 2009

RainwaTeR wiTHdRawal* - 1,349 1,376

supply sysTems 157,347 176,435 192,538 

ToTal 157,347 177,784 193,914

incRease in volume of waTeR caTcHmenT 
againsT THe pRevious yeaR (%) - 12,99 9,07

* Volume of water catchment at TIM RJ (rain water).

The volume of water catchment in 2009 rose by 9.1% against 

the previous year in line with the expansion of operations. We 

adopted or intensified our initiatives intended for reducing to a 

minimum the demand for this resource by harvesting rain water, 

an initiative which saved 1.376 m3, representing 0.7% of the 

total catchment.

Furthermore, we make use of devices and equipment which 

help control the Company’s water consumption, such as taps 

with a timer system, toilets with automatic flush and other 

water-saving elements.

In 2009 we continued to foster employee awareness, encouraging 

employees and service providers to change their habits. 

Environmental Performance

In 2009 we continued to foster 
employees’ awareness (on water 
consumption), encouraging both 
employees and service providers to 
change their habits.
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Climate Changes 

Telecommunication services play an important role in the current 

global climate scenario, representing a more economical and 

clean alternative to keeping greenhouse gas emissions to a 

minimum. By enabling intensive use of technology, these services 

contribute to dematerializing the economy, by transferring the 

axis from industrial production to services. The convergence of 

several functions in a single set and less need for commuting are 

examples of this trend, according to a report published in 2008 

by the independent not-for-profit organization, The Climate Group 

and the Global e-Sustainability Initiative (GeSI). This feature 

contributes to minimizing the economic impacts arising from 

occasional energy and fuel shortages and the consequent increase 

in their cost. Likewise, telecommunications offer solutions that are 

increasingly used to reduce the need for journeys that generate 

significant environmental impacts, especially air travel. 

Besides the costs, society’s increasing awareness regarding 

climate change may contribute to more people avoiding 

unnecessary traveling, preferring to use telecommunications. 

TIM’s strategy, centered on the convergence of services and 

products in mobile networks, enables these demands to be met 

through technology. 

Telecommunication services also contribute to significantly 

reducing emissions from manufacturing processes and logistic 

flows in a wide variety of industries.

By continually investing in technology and by making mobile 

communication accessible to all economic classes, TIM enables 

more people to have access to cell phones, which may reduce 

even further the need for travel.

On the other hand, the telecommunications industry – especially 

cell phone operators – are now facing important dilemmas and 

challenges, for example, high consumption of resources and 

materials and the resultant generation of waste on account of the 

frequent substitution of sets and accessories. 

TIM’s Environmental Policy includes encouraging the reduction 

of emissions of atmospheric pollutants, keeping waste production 

to a minimum and encouraging recycling, among other directives. 

To this end the Company has on-going mechanisms, practices 

and procedures intended for managing these aspects.

Emissions

TIM considers the question of climate change strategic for its 

business and has been working to monitor its impacts and to 

position itself head on with the climate challenges. To do so, 

it maintains mechanisms and procedures for evaluating its 

emissions while making the topic internally transversal. 

We participate in the Carbon Disclosure Project (CDP) program 

whose purpose is to understand and provide the market with 

transparency regarding the organization’s greenhouse gas 

emissions by adopting strategies and management practices for 

keeping them to a minimum. Therefore, we monitor the different 

activities within the scopes defined by the GHG Protocol, 

including the burning of fossil fuel by our own vehicle fleet and by 

vehicles used by our sales consultants, the consumption of the 

energy we purchase and the emissions arising from air travel by 

our employees on business.

In order to understand the profile of its emissions, since 2008 

TIM has drawn up its CO2 inventory, retroactive to 2007, 

based on the GHG Protocol methodology, the directives of the 

United Nations Environment Programme (UNEP) and on the 

emission factors defined by the Brazilian Ministry of Science 

and Technology (MCT).

In 2009 we included new activities in our inventory. Within 

Scope 1 we have included emissions arising from using diesel 

in the Company’s generators. Within Scope 3 we have included 

emissions involving the transportation of employees to and from 

work and the outsourced fleet used in distributing the products we 

offer at the points of sale. For now, the inventory only covers CO2, 

but we intend to include other greenhouse gases next year.

Environmental Performance
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TIM also takes part in the Empresas pelo Clima (EPC) (Companies 

for Climate) program, a voluntary initiative launched in 2009 and 

coordinated by the Center for Sustainability Studies of the Getúlio 

Vargas Foundation (FGVCes), bringing together industry leaders 

concerned with climate questions worldwide and their effects. 

The purpose of this platform is to develop a Brazilian protocol for 

preparing carbon inventories – taking into account the Brazilian 

energy system and the composition of our fossil fuels – helping 

participating companies in the work involving their inventories and 

fighting for improvements in legislation, so as to encourage a more 

conscientious approach by organizations in the face of climate 

changes. Looking ahead, this platform seeks to help companies 

achieve their greenhouse gas reduction goals and the action plans 

for achieving this objective. The only operator participating in the 

EPC, TIM believes that the initiative is in tune with its strategy of 

aligning itself with the climate change scenario. 

Carbon Inventory

In 2009 new activities were included in the Company’s carbon 

inventory. This year we are monitoring our emissions arising from 

the following activities:

Direct Emissions (Scope 1 – GHG Protocol): 

•  Burning of fuel by our own fleet and by vehicles controlled by 

the Company (sales consultants);

• Burning of diesel used in the generators.

Indirect Emissions (Scope 2 – GHG Protocol): 

• Consumption of purchased electricity.

Other Emissions (Scope 3 – GHG Protocol):

• Burning of fuel arising from employee air travel;

• Burning of fuel arising from employees’ daily commuting; and

•  Burning of fuel arising from the outsourced fleet responsible for 

distributing the products the Company offers at the points of sale.

*  Scope 1 emissions referring to 2008 have been corrected on account of the inclusion of the emissions arising from burning  

diesel in the Company’s generators. 

2008 (ton co2) 2009 (ton co2) fActors

scoPe 1* 4,387 4,172

own fleeT 4,192 3,823 unep

geneRaToRs 195 349 unep

scoPe 2 13,463 7,172

elecTRiciTy consumpTion  13,463 7,172 mcT

SCOPE 1 AND 2 17,850 11,345

scoPe 3 2,474 15,947

aiR TRavel 2,474 2,479 gHg pRoTocol

employees’ commuTing - 12,849 gHg pRoTocol

ouTsouRced fleeT - 619 unep

Environmental Performance
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Scope 1

In 2009 we included CO2 emissions arising from burning diesel 

used in the Company’s generators that year and retroactive  

to 2008. 

The emissions arising from Scope 1 activities of the Company’s 

inventory saw a reduction of 4.9%, in spite of the emissions 

arising from the consumption of diesel by the generators having 

risen by 79.2%. This increase is due to the higher frequency 

of power blackouts in some locations with a high incidence of 

rainfall and lighting. In addition, during the last quarter of the year, 

Brazil experienced blackouts that also affected the Company’s 

network. This fact resulted in overtime use of generators in order 

to maintain the Company’s network active. 

Scope 2

Emissions arising from electricity consumption fell significantly 

(46.73%) on account of the drop in the emission factor provided 

by the Ministry of Science and Technology, which takes into 

account the Brazilian energy matrix and the supply via the 

National Interconnected System (SIN). (Emission factors: 2008 

– 0.0484; 2009 – 0.0246). 

That is why the 5% increase in the company’s energy consumption 

in 2009 did not impact the emissions arising from this activity. 

Scope 3

Scope 3 is the most significant, representing 58% of the 

Company’s emissions. Emissions arising from employee air 

travel remained stable in 2009 in relation to 2008. 

Besides air travel, we have included in this scope CO2 emissions 

arising from the daily commuting of employees to and from the 

office and the outsourced fleet used for distributing the products 

we offer at our points of sale. 

Employee routes: 

A survey was carried out involving around 5% of our internal public 

in order to calculate the emissions arising from these journeys. 

Our survey took into account the fact that those employees who 

use cars as their major means of transport to and from work 

primarily use gasoline as fuel. We also took into account the 

composition of the gasoline produced in Brazil, which according 

to the National Petroleum Agency contains 25% of anhydrous 

ethyl alcohol fuel throughout Brazil.

Outsourced fleet:

In 2009 we began mapping the principal suppliers providing 

transportation services for distributing the products we offer at 

our points of sale. The emissions included in this report in the 

line referring to the outsourced fleet are equivalent to 25% of 

the transportation of these products. In 2010 we are planning to 

expand the suppliers included in this survey. 

Effluents 

All water disposed of at TIM uses the public sewage network, 

with final disposal defined by the companies responsible for this 

service. We do not dispose of effluents with a high environmentally 

negative impact, and no water body is significantly affected by 

the catchment and disposal of the water used in the Company.

Environmental Performance



49

Waste  

One of the sector’s principal dilemmas is the electronic garbage 

generated from the disposal of cell phone sets and their 

accessories. The waste management policy at TIM contemplates 

keeping the production of waste to a minimum, while encouraging 

differentiated collection, recovery and recycling thereof.

The Company has procedures for correctly managing this 

environmental aspect, by monitoring, quantifying and controlling 

the waste generated, whether or not hazardous. The measures 

adopted for achieving these objectives are the Selective 

Collection Program intended for the internal public, and the 

programs intended for collecting and proper disposing of cell 

phone sets, batteries and accessories no longer in use. In 2009 

we carried out internal awareness campaigns for selective 

collection by making available garbage cans for proper waste 

separation and collection.

We have two programs for collecting batteries, discarded cell 

phone sets and other accessories, ensuring that these are 

properly disposed of. Thus we are complying with specific 

legislation (Conama Resolution No. 401 and Law No. 4,836 of 

the State of Rio de Janeiro) which requires such procedures on 

the part of establishments selling this equipment. 

Sets, batteries and accessories

Discarded cell phones, accessories and portable batteries, in 

addition to batteries in general, are collected and forwarded for 

proper disposal through two programs:

Recharge the Planet Program

The program makes available special receptables for depositing 

used batteries in own stores and head office buildings throughout 

Brazil. The Company also began collecting cell phones no longer 

in use and their respective accessories. 

“Papa-Pilhas” (Battery Eater) Program

In 2008 TIM expanded its battery collection activities in 

partnership with the “Papa-Pilhas” program developed by 

Banco Real Santander. TIM signed up to the idea which will 

gradually replace the Recharge the Planet Program, with the 

aim of making available “Papa-Pilhas” Program containers, 

where customers dispose of batteries and cell phones no longer 

in use and their respective accessories, among other items. 

By ensuring environmentally correct disposal, the company 

is also contributing to raising public awareness by avoiding 

contamination of the environment while minimizing the risks to 

public health arising from using this equipment. 

The program also collects all types of batteries used in torches, 

radios, remote controls, watches, cell phones, cordless phones, 

laptop computers, digital cameras and other portable devices. 

Collection units can be found at all our offices and stores in 

the metropolitan regions of São Paulo, Rio de Janeiro, Minas 

Gerais and Paraná, and in the entire State of Pernambuco. 

Collection at the other stores occurs through the Recharge the 

Planet program. 

In 2009 these programs collected 19 tons of electronic garbage, 

of which 0.6 tons were exported to Belgium and the United 

States where the material is decomposed and transformed 

into raw material for other manufacturing processes or used for 

generating energy for the decomposition process.

Environmental Performance
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Generation and disposal of waste

Total residue generated by TIM in 2009 did not vary significantly in relation to the previous year. However, taking each category 

separately – hazardous and non hazardous – there was a significant variation. The information in the tables below does not include 

waste collected through the “Papa-Pilhas” and Recharge the Planet programs.

Waste Generated:

Environmental Performance

totAl wAste GenerAted (ton) hAzArdous non hAzArdous totAl

2009 88.4 738.2 826.5

2008 130.8 689.2 820.0

totAl wAste GenerAted In the offIces (ton) hAzArdous non hAzArdous totAl

2009 5.6 541.3 546.9

2008 4.8 578.5 583.3

totAl wAste GenerAted In the network (ton) hAzArdous non hAzArdous totAl

2009 82.8 196.8 279.6

2008 126.0 110.7 236.7

Total weight of waste by type and disposal method

totAl 2009 totAl 2008

dIsPosAl
hAzArdous 

wAste (ton)
non hAzArdous 

wAste (ton)
hAzArdous 

wAste (ton)
non hAzArdous 

wAste (ton)

ReTuRn To manufacTuReR oR foRwaRding To a 
specialized supplieR foR pRopeR final disposal

82.8  - 126.0  -

Recycling 3.9 266.1 2.4 239.6

landfills 1.7 472.1 2.4 449.6
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We recorded a 32% reduction in our hazardous waste generation. 

However, this result is not due to specific action by the Company for 

reducing its waste, but rather to the useful life cycle of the network 

area batteries, which is variable, with periods when the volume 

disposed of is significant, and others when this volume is smaller.

We noted an increase in the volume of hazardous waste forwarded 

for recycling, especially the volume of non hazardous waste 

generated in the offices, which rose by 188% in 2009 on account 

of improvements in the selective collection process and greater 

commitment of TIM employees to this matter.

Total waste generated in the offices and forwarded for recycling

The percentage or recycled office waste over total waste generated 

in the offices stood at 49%, exceeding our 2009 goal set at 43%. 

The goal for the acquisition of paper for the offices, where we 

expected a reduction of 2.1%, was also exceeded, reaching 11%.

 

In addition, we also exceeded our goal for collecting cell phones 

no longer in use, batteries and other accessories, established at 

11 tons and which totaled at 19 tons. 

Disposal of materials collected through the program for collecting 

sets, batteries and accessories:

* The remainder of the material is with the transportation 

company, which will properly dispose of it once a significant 

volume of waste is obtained. 

2009  
(ton)

2008  
(ton)

 HazaRdous RubbisH 3.88 2.45

non HazaRdous RubbisH 162.20 56.24

papeR 103.88 183.35

2009 ton

Recycling 1.3

expoRT 0.6

2008 ton

Recycling 3.4

expoRT 3.7

Environmental Performance

In addition, we also exceeded our goal for collecting 
cell phones no longer in use, batteries and other 
accessories, established at 11 tons, and which  
totaled 19 tons.
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Spillages  

In the period covered by this report there was no significant 

spillage. 

Environmental Impact of Products and Services

Our activity implies impacts and risks, some of them not entirely 

known or defined, like the effects of electromagnetic emissions 

from antennae on human health and animal wellbeing. 

On the other hand, the telephony and general communication 

services we provide make a strong contribution reducing the 

need for travel, and as a result they have a positive environmental 

impact. Another contribution worthy of note is the concentration 

of different functions in a single set, which tends to reduce  

the demand for raw materials, thereby partly balancing the 

negative impacts.

Our environmental policy, in addition to providing for improved 

efficiency in energy and natural resources while minimizing 

adverse impacts in general, seeks to take into account the life 

cycle of the products and services in our portfolio through the 

following directives:

•  To promote the acquisition, consumption and sale of products 

with a smaller environmental footprint;

•  To strive to prevent post-consumption damage, by developing 

programs for the collection and environmentally correct disposal 

of potentially hazardous products and inputs. 

Several measures in this respect adopted by the Company in 

2009 involved:

•  Acquisition of sets that use innovative technologies that 

generate a lower environmental impact;

•  Use of technological alternatives that save resources, such as 

online reloads using TIM PDV, described in detail in this report;

• Implementation of energy consumption optimization programs;

 

•  Internal awareness campaigns aimed at reducing consumption 

of paper, water and energy, in addition to selective collection;

•  Disclosure of the theme to customers through competitions 

disclosed on the website, involving the submission of phrases 

about sustainability 

The effects of these efforts on the use of energy – translated 

quantitatively into eco-efficiency in energy – can be seen in this 

report. In the case of TIM PDV, over 32 million cards ceased to 

be manufactured in 2009.

Environmental Performance
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Case: Samsung Solar
Within the strategy of introducing environmentally friendly 

solutions to the Brazilian market, TIM launched the first set that 

enables the user to charge the battery using solar energy. This is 

the Samsung Solar (E1107). 

Samsung Solar prioritizes the joint use of technology and 

natural resources, in line with TIM’s objectives of fostering more 

conscientious consumption through alternative technologies 

for users in tune with its sustainability strategy. Solar affords 

uninterrupted autonomy for voice conversation of between five 

and ten minutes after charging for an hour.

Environmental Penalties and Violations

TIM’s environmental policy includes environmental licensing, 

establishing directives in the search to comply with legislation 

by meeting all social and environmental requirements. The 

Company’s environmental liabilities have been identified and 

disclosed in accordance with a resolution of the Brazilian 

Securities Commission (CVM) and funds have been provisioned 

for their remedying. 

Seeking to perfect its management process in accordance with 

the regulations, the Company has hired specialized personnel 

to identify and keep up to date the environmental legislation 

applicable to the business, in addition to controlling and 

monitoring compliance in this respect. 

Non monetary penalties and sanctions 

involving environmental aspects

In 2009 we paid R$1,683,061.90 in penalties involving 

notifications by environmental bodies, on account of the 

absence of environmental licensing for the antennae. Based 

on the criteria of the Brazilian Institute for the Environment and 

Renewable Natural Resources (IBAMA), the activity we pursue 

is not potentially polluting. Furthermore, we are in compliance 

with the provisions of the Anatel resolution in regard to the 

radiation emitted by our antennae. 

The significant growth in the amounts regarding environmental 

penalties was to a large extent caused by the absence of 

environmental licensing for several BTS which the Company 

has installed in recent years, together with stricter inspection 

on the part of the environmental bodies. Of the notices and 

penalties above, 135 amounting to R$675,000.00 are being 

challenged at court under  writ of mandamus filed by the Brazilian 

Association of Competing Providers of Telecommunications 

Services (TELCOMP) against the act of the Superintendence of 

the SUDEMA-PB, a preliminary injunction having been granted 

suspending the effects of the notices. 

2008 2009

numbeR of 
penalTies 40 143

ToTal value of  
THe penalTies (R$) R$40,330.12 R$1,683,061.90

ToTal numbeR of 
noTificaTions              130 165

Environmental Performance
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Instruments for adjustment of 

conduct in respect of environmental aspects

In cases of TIM operations maintained in Permanent Protection 

Areas (APP), wherever possible we look to enter into 

Instruments for Adjustment of Conduct (TACs). It should be 

pointed out that the TACs mentioned were entered into so as to 

avoid civil proceedings. 

In 2009, two TACs were ongoing:

The ongoing TACs were: 

Pico do Jabre APP: TAC entered into between TIM Nordeste, 

the Public Prosecutors Office of the State of Paraíba and 

SUDEMA 2008, under which TIM agreed to donate equipment, 

make the Personal Mobile Service available to the population of 

the municipality of Maturéia and to implement direction signs. In 

consideration, the clearance of vegetation was authorized on an 

area of 144m2. 

  

Belo Horizonte, Minas Gerais: TAC entered into between TIM 

Nordeste S/A and the Public Prosecutors Office of Minas Gerais, 

in order to adapt the Company’s activities to the environmental 

and urban development legislation of the municipality. TIM 

agreed to implement a program for monitoring electromagnetic 

radiation, possible environmental damage caused by installing 

the antennae without the environmental licenses and donating 

equipment to the Municipal Sub-Department of the Environment.

 

Investment in the Environment

Investments by TIM in environmental protection are in line with its 

environmental policy, the following directives being worthy of note:

•  Keeping an open communication channel with stakeholders, 

dealing with occasional notifications, observations or 

complaints, so as to improve management of its own 

environmental impacts;

•  Encouraging technological research in the search for creating 

services and products that keep adverse impacts to a minimum;

•  Disclosing the directives and encouraging the internal and 

external publics to participate in awareness actions and 

campaigns, fostering a responsible approach in regard to 

the environment. Encouraging suppliers, partners and sub-

contractors to adopt these principles.

The volume of funds invested in the environment in 2009 was 

R$259,000, 28.8% less than the previous year’s investments, 

which stood at R$364,000. The main reason for this decline was 

the cancellation of the principal cultural events sponsored by the 

Company, the TIM Festival and the TIM Awards, whose carbon 

emissions were neutralized by planting trees in partnership with 

the “Iniciativa Verde” (Green Initiative) NGO. 

Of the amount invested in 2009, 78.8% were spent on maintaining 

the program for collecting sets and batteries. These expenditures 

refer to the program’s logistics. The other 21.2% were channeled to 

hiring consultancy, in addition to training and qualification activities 

for the internal public, with the emphasis on implementing the 

Environmental Management System (ISO 14001). 

2008 2009

ToTal Tacs enTeRed  
inTo in THe peRiod 4 0

ToTal ongoing Tacs 3 2

ToTal Tacs exTinguisHed  
in THe peRiod 2 0

totAl InvestMents And exPendItures In 
envIronMentAl ProtectIon (r$ thousAnds) 2008 2009

mainTenance of opeRaTing pRocesses  
foR enviRonmenTal impRovemenT 305 204

volunTaRy pReseRvaTion and/oR 
RecupeRaTion of degRaded enviRonmenTs 51 -

iniTiaTives foR educaTing THe inTeRnal public 
in enviRonmenT-RelaTed maTTeRs 8 55

Environmental Performance
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Social  
Performance

People  

The relationship between TIM Participações and people is 

at the core of all matters linked to Social Development. As a 

services Company, we are sure that our most important asset 

is our staff, accounting for our major results and success in the 

interface between our Company and its customers, suppliers and 

stakeholders. The nature of our services – mobile communication 

– is intimately linked to the individuals and their personal and 

professional daily lives. Our respect for such interfaces is 

reflected in our Social Responsibility Policy, which was disclosed 

in 2009 and is available on website.

Focusing on the issues highlighted in the Materiality Matrix, 

this section presents an overview of the relationship with our 

stakeholders within our social relationships. We seek to show 

an x-ray of our work relationship with our staff, and subsequently 

address the relevant aspects of our relationship with the 

customers, the community, society and the government, always 

having in mind their effect on people. 

Relationship with Internal Public 

TIM’s actions towards its internal public are based on the Global 

Compact, on the guidelines established by Telecom Italia and 

on our Code of Ethics, an important document describing the 

attitudes that reflect our culture and values. The set of eight 

principles recommended in the Code of Ethics – which serves as a 

guide for all employees – expresses our practices with respect to 

both our individual performance and the mentioned interactions. 

Such values are as follows: Pro-activity, Transparency, Speed, 

Professional Excellence, Focus on Customers, Team Spirit, 

Innovation and Entrepreneurship. 

The Human Resources and Safety department reports directly 

to the CEO and is responsible for the policies regarding human 

rights and working conditions. 

We have adopted the following concepts in the preparation of this 

report. “Collaborators” represents the group of our employees, 

apprentices and interns. “Internal public” is the sum of our 

collaborators and administrative outsourced staff. 

Blue Man Group

We are sure that our most 
important asset is our staff, 
accounting for our major results 
and success in the interface 
between our Company and 
its customers, suppliers and 
stakeholders. 
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Employment 

In 2009 our internal public totaled 10,140 persons, including 

employees, interns, apprentices and administrative outsourced 

staff. Personnel on payroll accounted for 91% (9,231) of this total. 

Over the year, our headcount declined 11.5% against 2008, as a 

result of a necessary restructuring carried out by the Company. 

One example is the outsourcing process of our own stores, 

which included a significant number of dismissals, and affected 

our turnover  and absenteeism goals foreseen for 2009. 

Headcount reduction was sharper among the administrative 

outsourced staff (27%). Unlike what occurred with our own 

stores, performance of certain activities were transferred by the 

Company itself, which allowed the use of part of these outsourced 

employees in its structure. 

        At the end of the year, we launched a program to recruit 

young professionals – Talentos sem fronteiras (Talents without 

borders) – in order to fill out strategic functions, totaling 100 

positions. The program will start in 2010 and will last three years.

In our headquarters and regional offices, the 16.7% reduction in the number of employed women was above the general average. The 

reduction of 31% in the number of employed women was concentrated on our sales force and stores. 

% of totAl 
InternAl PublIc

InternAl PublIc by tyPe of relAtIonshIP wIth the coMPAny 2008 2009 2008 2009

employees 10,296 9,231 89.8% 91.0%

appRenTices          144 158 1.3% 1.6%

inTeRns 297 224 2.6% 2.2%

totAl collAborAtors 10,737 9,613 - -

ouTsouRced sTaff – adminisTRaTion 723 527 6.3% 5.2%

totAl InternAl PublIc 11,460 10,140 - -

nuMber of eMPloyees by reGIon 2008 2009

são paulo Regional office 1,458 1,554

Rio de janeiRo Regional office 454 278

souTHeRn Region office 747 630

midwesTeRn Region office 401 315

easT Region office 597 416

noRTHeasTeRn Region office 614 439

noRTHeRn Region office 359 267

HeadquaRTeR 1,329 1,535

owned cusTomeR RelaTionsHip cenTeRs 4,337 3,797

Social Performance
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The reduction was lower (6.7%) in our Customer Relationship Center (CRC), indicating the importance of this channel of communication 

with the market and our strategic goal, which is to enhance our customers’ satisfaction level. In this area, the reduction was homogeneous 

and it did not concentrate on any particular segment. 

Social Performance

holdInG coMPAny And reGIonAl offIces
(% of totAl nuMber of eMPloyees In the PosItIon)

Men woMen overAll totAl

2008 2009 2008 2009 2008 2009

execuTive officeRs 95.7% 96.6% 4.3% 3.4% 23 29

manageRs 76.8% 74.8% 23.2% 25.2% 310 286

cooRdinaToRs 63.2% 64.7% 36.8% 35.3% 457 411

pRofessionals 53.4% 53.5% 46.6% 46.5% 2,852 2,770

sales foRce/sToRes 42.4% 46.3% 57.6% 53.7% 2,317 1,718

RelaTionsHip/fRaud advisoRs 0.0% 0.0% 100.0% 100.0% 2 1

inTeRns 56.3% 57.0% 43.7% 43.0% 295 221

appRenTices 26.2% 32.5% 73.8% 67.5% 126 117

totAl 51.0% 53.1% 49.0% 46.9% 6,382 5,553

crc
(% of totAl nuMber of eMPloyees In the PosItIon)

Men woMen overAll totAl

2008 2009 2008 2009 2008 2009

manageRs 33.3% 40.0% 66.7% 60.0% 6 5

cooRdinaToRs 36.0% 26.1% 64.0% 73.9% 25 23

pRofessionals 34.6% 32.1% 65.4% 67.9% 373 364

RelaTionsHip/fRaud consulTanTs 22.4% 21.9% 77.6% 78.1% 3,933 3,624

inTeRns 100.0% 100.0% 0.0% 0.0% 2 3

appRenTices 43.8% 36.6% 56.3% 63.4% 16 41

totAl 23.7% 23.0% 76.3% 77.0% 4,355 4,060

At the end of the year, we launched a program to 
select young professionals – “Talentos sem fronteiras” 
(Talents without borders) – in order to fill out 100 
strategic positions. 
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Social Performance

Years with the Company 

TIM’s team primarily comprises employees who have been working for the Company from two to five years, and account for almost 60% 

of the total staff. There was a reduction from 32.1% to 20.3% in the number of employees working for less than one year in the Company. 

collAborAtors by yeArs wIth the coMPAny
% of totAl nuMber of eMPloyees 

2008 2009

up To 1 yeaR 32.1% 20.3%

fRom 2 To 5 yeaRs 49.6% 58.8%

fRom 6 To 10 yeaRs 15.4% 15.4%

fRom 11 To 20 yeaRs 2.1% 4.8%

fRom 21 To 30 yeaRs 0.5% 0.5%

above 30 yeaRs 0.3% 0.2%

Absolute nuMber of eMPloyees 10,737 9,613
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Diversity and equal opportunities 

The approach to diversity is one of the standouts of our Social 

Responsibility Policy, which has been effective since 2009. 

Pursuant to our policy, diversity is a value and a practice to be 

fostered across all the Company’s relationships and any negative 

or embarrassing discrimination form or expression in work relations 

is strongly disapproved in addition to being prohibited. 

Gender 

Women comprise  the majority of TIM’s employees. They account 

for almost 60% of the total. This percentage is even higher in the 

CRCs, reaching 77% in most positions and functions. In this area of 

the Company, women occupy 60% of management positions and 

73.9% of coordination positions. At our headquarters and regional 

offices, women occupy 3.4% of executive positions, 25.2% of 

management positions and 35.3% of coordination positions, and 

account for 46.9% of the Company’s total headcount. 

Education 

Almost one third of our employees hold a university degree or 

a graduate, master’s or PhD degree. Most employees (66.3%) 

have completed high school studies and only 1% has attended 

only basic education. 

Age Group 

Our staff is essentially young, with approximately 80% of people between 18 and 35 years old. The second most numerous age group 

is from 36 to 45 years old, and includes 15.2% of our employees. 

Social Performance

collAborAtors by educAtIon level 
% of totAl nuMber of eMPloyees

2008 2009

illiTeRaTes 0.0% 0.0%

compleTe basic educaTion sTudies 1.3% 1.3%

compleTe senioR HigH scHool sTudies 67.6% 66.3%

compleTe univeRsiTy sTudies  25.6% 26.5%

Holds gRaduaTe/masTeR’s/pHd degRees 5.5% 5.9%

Absolute nuMber of eMPloyees 10,737 9,613

collAborAtors by AGe GrouP 
% of totAl nuMber of eMPloyees

2008 2009

less THan 18 yeaRs old – appRenTices 0.6% 0.7%

fRom 18 To 35 yeaRs old 82.5% 80.1%

fRom 36 To 45 yeaRs old 13.6% 15.2%

fRom 45 To 60 yeaRs old 3.3% 3.9%

above 60 yeaRs old 0.1% 0.1%

Absolute nuMber of eMPloyees 10,737 9,613
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Color/Race 

This indicator did not change significantly in 2009 and relies on the employees’ own statements based on the criteria established by the 

Brazilian Institute of Geography and Statistics (IBGE). Seventy eight percent of TIM’s collaborators are white. Together, mixed-blood 

and black persons account for 19.5% of our employees. 

Diversity in Governance 

The Company does not promote actions aiming at guaranteeing or expanding the diversity or participation and representativeness of 

all social groups in the groups responsible for its governance, to wit, the Board of Directors, the Board’s Secretary General, the Fiscal 

Council, the Executive Board and the Committees. The current composition of such groups – which are predominantly composed of 

white men between 36 and 60 years old – does not represent the same diversity profile seen in the Company’s operating units. 

Total participants in the groups responsible for TIM’s Corporate 

Governance by color/race: 

Social Performance

collAborAtors by color/rAce 
% of totAl nuMber of eMPloyees

2008 2009

wHiTe 78.4% 78.8%

black 3.7% 4.0%

mixed-blood 15.4% 15.5%

yellow 0.3% 0.3%

naTive indians 0.6% 0.7%

noT infoRmed 1.6% 0.8%

Absolute nuMber of eMPloyees 10,296 9,613

Total participants in the groups responsible for TIM’s Corporate 

Governance by gender: 

2008 2009

men 20 18

women 3 2

2008 2009

wHiTe 23 20

black 0 0

mixed-blood 0 0

yellow 0 0

naTive indians 0 0
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Total participants in the groups responsible for TIM’s Corporate 

Governance by age group: 

Gender and Salaries 

Our wage policy is not attached to any type of discrimination and reflects the market’s behavior. In 2009, we managed to improve 

the balance between the salaries offered to men and to women in almost all positions, especially regarding CRC executive officers/

managers, since the average women’s salaries were 32% higher than men’s. Regarding CRC coordination positions, the significant 

difference recorded in 2008 dropped by 50% in 2009. 

 

Proportion between nominal salaries paid to men/women

Social Performance

2008 2009

fRom 18 To 35 yeaRs old 0 0

fRom 36 To 45 yeaRs old 5 7

fRom 45 To 60 yeaRs old 10 4

above 60 yeaRs 8 9

holdInG coMPAny And 
reGIonAl offIces

 2008 2009 

execuTive officeRs/
manageRs

1.35 1.32

cooRdinaToRs 0.98 1.01

pRofessionals 1.24 1.20

sales foRce/sToRes 2.24 1.37

crc 2008 2009

execuTive officeRs/
manageRs

1.19 0.68

cooRdinaToRs 3.00 1.45

pRofessionals 1.08 1.17

RelaTionsHip consulTanTs 1.06 1.0

In 2009, we improved the 
balance between salaries paid 
to men and women in almost 
all positions, especially CRC’s 
officers/managers.

Note: Nominal Salary: The fixed amount paid to an employee for the performance of their duties. This does not include additional 

compensation, such as those based on seniority, overtime, bonus, payment of benefits or any other additional amounts. 

Note: Figure one indicate higher salaries for men compared with women. Figure two indicate higher salaries for women compared with men. 



62

Turnover 

Our goal was to reduce the turnover rate from 2.8% per month in 2008 to 2.2% per month in 2009. The outsourcing involving our own 

stores resulted in a significant number of dismissals and was the principal reason for this indicator to be at 2.5% per month. Despite 

being lower than the rate recorded in 2008, it was still below the expected target. In 2009, the turnover rate reached 30.2% against 

33.9% in 2008, as set forth in the table below:

Social Performance

 2008 2009

dIsMIssAls turnover dIsMIssAls turnover

volunTaRy 1,662 16,56 1,298 12,61

involunTaRy 1,743 17,36 1,813 17,61

ToTal 3,405 33,92 3,111 30,22

 2008 2009

eMPloyees hIred And  
dIsMIssed by Gender Men woMen Men woMen

employees HiRed 1,269 2,393 829 1,212

employees dismissed** 1,362 2,043 1,213 1,898

no. of employees 4,076 6,222 3,701 5,530

 2008 2009

employees HiRed* 3,662 2,041

employees dismissed** 3,405 3,111

no. of employees 10,296 9,231

Turnover = number of dismissals divided by the headcount of the previous year.

* Considers external recruiting only

** Considers dismissals for death and retirement
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Compensation and benefits  

Our Company offers a wide set of benefits to its employees, irrespectively of the operating unit in which they work, including medical 

and dental assistance, life insurance, private pension, meal voucher, grocery ticket, transportation ticket and day care allowance. The 

executive officers and managers are also entitled to international medical assistance, and managers are entitled to vehicle and fuel. All 

employees participate in the Company’s profit sharing program. The executive officers, managers and coordinators receive MBO-based 

compensation, and the other employees are entitled to profit sharing (PLR).

AMounts sPent wIth benefIts, by tyPe of benefIt (socIAl bAlAnce sheet – IbAse) – r$ thousAnd 2008 2009

food
expenses wiTH ResTauRanT meals, meal TickeTs, snacks, sTaple baskeT  
and oTHeR iTems RelaTed To food pRovisions

42,683 43,028

PrIvAte PensIon
special ReTiRemenT plans, pension foundaTions

6,803 3,354*

heAlth
HealTH plans, medical assisTance, pRevenTive medicine,  
life qualiTy pRogRams and oTHeR expenses wiTH HealTH, including ReTiRemenT

32,076 34,580

occuPAtIonAl heAlth And sAfety 3,042 2,950

educAtIon
expenses wiTH RegulaR educaTion aT all levels, Refunding of expenses wiTH foRmal 
educaTion, scHolaRsHips, magazine subscRipTions, libRaRy expenses (excepT peRsonal iTems) 
and oTHeR expenses RelaTed To educaTion

594 383

culture
expenses wiTH evenTs and aRTisTic and culTuRal expRessions (music, THeaTeR, cinema, liTeRaTuRe 
and oTHeR aRTs) foR THe inTeRnal public

0 0

ProfessIonAl trAInInG And develoPMent 
ResouRces invesTed in TRaining, couRses, inTeRnsHips (excepT salaRies) and expenses specifically 
assigned To qualificaTion pRogRams RelaTed wiTH THe employees’ acTiviTies

14,050 7,615

dAy cAre center or dAy cAre AllowAnce 
local day caRe cenTeR oR day caRe allowance To employees

1,616 1,813

ProfIt shArInG 32,702 18,344**

others
insuRance (leisuRe acTiviTies, TRanspoRTaTion, Housing and oTHeR benefiTs offeRed To 
employees and noT deTailed above)

11,977 12,045

AMount sPent wIth socIAl chArGes  2008 (r$ thousAnds) 2009 (r$ thousAnds)

ToTal compulsoRy social cHaRges 128,584 131,456

*Reduction due to the discount of global account balance in the payment of invoices (related to dismissals).

** Reduction due to change in Multiple (2008 – 1.8 salary, 2009 – 1.2 salary)

Social Performance
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Labor relations

TIM respects the employees’ rights of freedom of association 

and collective bargaining in accordance with the Brazilian 

laws, policies and other directives to which the Company is 

a subscriber, as, for example, the Global Compact. All our 

employees are included in the agreements entered into through 

collective deals. However, TIM does monitor the operations in 

which the employees’ rights related to freedom of association or 

negotiations may be endangered. 

The Company internally discloses unions’ publications, 

schedules meetings between the parties and allows the free 

access of unionists to its premises. 

The employees are free to join the union of their category 

(Sinttel) and 100% of them are represented by worker’s unions, 

as foreseen in the Brazilian law. We negotiate 85 collective 

bargaining agreements per year with 27 unions.

The principal issues discussed in the latest agreement were 

salary adjustment (in accordance with inflation), benefits package 

(which remained the same) and reduction in working hours,  from 

44 hours per week in 2008 to 42 hours per week in 2009, and to 

40 hours per week as of January 2010. This agreement does not 

apply to employees working at our stores (44 hours/week) and 

Call Center (36 hours/week). 

Our collaborators are informed about the implementation of 

operational changes that may affect them. However, the minimum 

term for disclosing this communication has not been established. 

2008 2009

numbeR of unions RepResenTing THe company’s employees 27 27

numbeR of employees coveRed by collecTive baRgaining agReemenTs 10,296 9,231

ToTal numbeR of employees 10,296 9,231

Social Performance
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Occupational health and safety 

We operate in a preventive manner by maintaining a wide 

structure related to the health and safety of our employees and 

fostering the implementation of improvements and controls of the 

initiatives developed. 

There are 13 Internal Commissions for Prevention of Occupational 

Accidents (Cipa) distributed among our units with over 50 

collaborators. The Cipa commissions are formed by collaborators 

who are appointed by the Company’s executive body and by 

employees appointed by their peers, in the proportion of 50% 

for each group. A person is trained to be in charge of performing 

prevention activities in units where there isn’t a minimum number 

of employees. 

In addition to the Cipa, we count on the Specialized Service of 

Safety Engineering and Occupational Medicine (SESMT), which 

is formed by occupational safety engineers, physicians and 

occupational nursing technicians. The SESMT is present in TIM’s 

major offices throughout Brazil. This group organizes specific 

trainings, such as the Fire Brigade and the Environmental Risks 

Prevention Program (PPRA), in addition to various conferences 

on health and safety awareness. Once a year, we organize the 

Internal Accidents Prevention Week (SIPAT), which takes place 

simultaneously in all the Company’s units in Brazil. 

More than 75% of the employees are represented by these 

committees, which record all the occurrences related to 

occupational accidents or diseases. 

In addition to the actions taken by these Committees, in 2009 

we organized programs on training and prevention of serious 

diseases for our internal public. Such programs were carried out 

through internal communication means, conferences, meetings, 

drama interventions and vaccination campaigns, and specially 

focused on:  AIDS/STD, Tabagism, Alcoholism, Vaccination 

(Influenza, Measles, Yellow Fever). 

The indices relating to occupational accidents improved in 2009 

against 2008, as set forth below, and no serious occurrences 

were registered: 

occuPAtIonAl AccIdents 2008 2009

numbeR of accidenTs noT involving absence fRom woRk* 8 5

numbeR of accidenTs involving absence fRom woRk* 55 36

fRequency RaTe

numbeR of accidenTs involving absence peR million of men-HouRs woRked
2.68 2.59

seveRiTy RaTe

numbeR of days losT given To accidenTs peR million of men-HouRs woRked
198.33 52.59

* Absence refers to the absences registered in the Occupational Accidents Communication System (CAT).

Social Performance



66

Growing occupational diseases rates are due to the application 

of the Welfare Epidemiologic Technical Nexus (NTEP), which is 

regulated by the National Social Security Institute (INSS). The 

NTEP is applicable whenever there is a statistical relationship 

between the International Classification of Diseases (ICD) and 

the National Classification of Economic Activities (CNAE).

Absenteeism 

The target established for 2009, which was to reduce absenteeism 

rate from 3.5% to 3.2% has not been achieved, reaching 4.5%. 

occuPAtIonAl dIseAse 2008 2009

cases of occupaTional 
diseases RegisTeRed 
diseases deRiving fRom 
occupaTional siTuaTions  
oR acTiviTies, oR 
occupaTion-RelaTed injuRies  

47 61

This target has not been attained due to the outsourcing process 

involving our own stores, which included a significant number of 

dismissals and reduced the headcount base used to calculate the 

absenteeism rate, while a proportional reduction in the volume of 

employees dismissed did not occur. 

Prevention of diseases 

TIM is constantly attentive to activities involving higher risks 

or indices of occupational disease, which are those arising at 

Customer Relationship Center and the assistance offered in 

the Company’s stores. In order to reduce risks, we carry out 

programs such as the “Ginástica Laboral” (Labor Gymnastics) 

and the “Blitz de Postura” (Posture Raid). The employees’ 

posture is periodically assessed against ergonomic principles. 

The TIM Life Quality Program stimulates healthy life habits 

among the Company’s employees. It includes voice conservation 

practices, periodical vaccination campaigns, practice of 

physical exercises, anti-tobacco discussions, medical control 

of occupational health, checkup for executives, relaxation 

room, yoga and shiatsu practices, and a Healthy Food Program 

focused on nutritional reeducation. 

Social Performance
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Training and Development  

Due to the reorganization of certain areas of the Company, its 

training programs have also been impacted in 2009, resulting in 

lower investments and less training hours per employee, given 

our need to give priority to training actions which would have a 

direct impact on our business in 2009.

Within this context, we haven’t reached but partially our annual 

target of 715,000 training hours, totaling only 456,606 hours  

in 2009. 

On the other hand, we exceeded our 95.2% training coverage 

target regarding the number of persons who participated in 

training practices at least once in 2009, reaching 98%. The 46% 

target established for sustainability training practices involving 

our managers was also exceeded, since 73% of them participated 

at least once in trainings related to this issue. 

Harvard Training 

As a means to stimulate and award our sales executives regarding 

the achievement of the established goals, we developed an 

international education partnership with Harvard University, in 

the United States, through a 40-hour program named Changing 

the Game: Negotiation and Competitive Decision Making. In 

2009, six of our managers attended the program, whose total 

investment amounted to R$120,000. The program’s return was 

very positive and we intend to continue offering it in 2010.

Higher Education for the CRC 

Initially deployed in 2009, this program’s purpose is to stimulate 

higher qualification rates among 100 employees, preferably from 

the CRC and the Sales force, showing outstanding performance, 

by offering a university degree in Business Management. In 2009, 

we focused on the disclosure of the Program and on holding the 

admission exam, approving 61 participants and forming the first 

pilot team, with 10% of the eligible candidates. In 2010, we will 

monitor the Program’s indicators.  

Management by competency with a view 

to the employability of our staff 

TIM maintains programs with the purpose of developing the 

competencies needed for the achievement of its business goals. 

Additionally, these programs seek to ensure the preparation of its 

staff, always having in mind the challenges and future scenarios, 

as well as technology and market advances. 

The initiative includes actions such as programs of Advanced 

Executive Education, MBA, External Seminars, Language and 

Specific Technical Training – Sales, Customer Service, Network 

and IT –, which are focused on technical qualification and 

refreshing for the performance of professional activities. 

Our Relationship Consultants (CRs) are evaluated every 

month through the Excellence Consultant Program, which 

provides the indicators for the “Crescer” (Growing) Program, 

whose goal is to foster professional improvements among 

the employees at our CRCs. The collaborators are evaluated 

against quality, production, behavior and collective indicators, 

and are encouraged to participate in training programs and 

seek excellence in the quality of the services provided by TIM to 

its customers. 

The results of this evaluation are shared with the employees and 

will serve as the basis for decisions regarding their professional 

development. The annual average of these results is converted 

into a concept that synthesizes the performance of the CR, which 

should be aligned with the Company’s process of corporate 

Performance Management. Since 2008, the program has analyzed 

the performance of approximately 3,500 CRs.

In case of dismissals, TIM’s practice includes hiring the 

services of specialized outplacement firms to help the Company  

with the professional replacement of some executives on the 

labor market. 

Social Performance
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Performance review and career development 

Every year, TIM carries out the performance review of its 

employees based on the activities and objectives established 

for the period and the Group competencies defined for each 

function. Regarding managers, the result of activities and 

objectives are appraised, as well as their alignment with the 

Group’s management model. After this review, the manager 

and the collaborator participate in a feedback meeting to 

establish a consensus on the competencies to be developed 

in the coming year. 

Subsequently, the Individual Development Plan for each 

collaborator is prepared and the actions to be taken are defined 

so as to support the development of such competencies. 

In 2009, 5,196 employees (56% of the total) were eligible to 

the performance review, and 96% were in fact appraised. The 

criteria for eligibility to participate in the Individual Development 

Plan considers the employees who worked in the Company 

for a period of at least six months in 2009, or who were hired 

before June 30, 2009. CRC employees are not eligible to the 

evaluation since they participate in the Excellence Consultant 

evaluation program. 

The moves related to the collaborators’ careers and merits derive 

from these reviews and development plans. 

Relationship with External Stakeholders 

Relationship with customers 

The Company’s principal assistance channel is the Customer 

relationship center (CRC), which receives suggestions and 

answers the requests of consumers through e-mail, telephone, fax, 

mail or our website www.tim.com.br. The contacts with consumers 

are recorded in our Customer Relationship Management (CRM) 

system, and phone requests are answered online or within five 

days, in case a more detailed analysis is needed. 

The CRC has 11 customer assistance sites distributed over four 

regions. Some of these sites include cells which give assistance 

to specific customer segments, such as the Premium Group, 

for high net worth individual consumers, or the LA Premium 

group, for major corporate customers. The CRC also counts on 

the support of the Analysis and Solution Group (GAS), whose 

purpose is to assist and resolve customer complaints with the 

support of consultants who receive specialized training and 

have the empowerment and tools to offer assistance to requests 

related to invoicing and added-value services (VAS). 

In 2009, other service channels were further strengthened, such as 

the Unstructed Supplementary Service Data (USSD), a technology, 

which provides for activation of services on our website, and the use 

of the channel “Fale com a TIM” (Speak with TIM); the Interactive 

Voice Response (IVR), which allows for consumers to access self-

assistance devices to block or unblock lines or request copies of 

invoices; and the ”Fale pelo Cliente” (Speak for the Customer) 

intranet channel, through which the employees are able to refer 

user’s problems and doubts directly to the CRC. 

Social Performance

After this review, the 
manager and the employee 
hold a feedback meeting to 
establish a consensus on the 
competencies to be developed 
in the coming year. 
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Customer Satisfaction  

Compared with the previous year, there was a 66% reduction 

in 2009 regarding the waiting time between the call and the 

beginning of the service, which reflects TIM’s efforts to adapt to 

Note: the reduction in the number of calls served by the 

Ombudsman reflects the operational efficiency project 

implemented in 2009, which concentrated, on one single central 

unit, the traffic previously operated by the regional ombudsman 

offices, which included a significant number of internal requests. 

 

Research 

Counting on the support of specialized external institutes, TIM 

carries out monthly surveys on customer satisfaction regarding 

Note: the above grades refer to the average grades informed in the half-yearly surveys held in 2009. 

servIces 2008 deceMber 2009

ToTal calls Received by THe cRc 152,744,614 148,206,990

aveRage waiTing Time on cRc’s pHone lines unTil THe beginning of THe seRvice 121” (2’01””) 41”

ToTal seRvices by THe ombudsman 8,264 5,892

2008 2009

aveRage saTisfacTion gRade (in geneRal) aTTRibuTed by individual cusTomeRs 8.06 8.28

aveRage saTisfacTion gRade aTTRibuTed by individual cusTomeRs To cRc seRvices 7.30 7,64

one specific service area, in addition to two half-yearly surveys 

which measure customer satisfaction with all the Company’s 

areas. Customer satisfaction levels improved in 2009, as 

indicated below. 

According with these studies, customer dissatisfaction is 

concentrated on phone service (delay in replying and ability to 

solve problems), promotions (lack of promotional actions) and 

coverage (absence of signal in some areas). 

the provisions of Law No. 6523 (General Guidelines for Consumer 

Service – SAC). The number of incoming calls registered a small 

reduction of 3%. 

Social Performance
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Managing complaints

Customers’ complaints are used to identify the root causes of the problems and guarantee immediate corrective or preventive actions 

which provide for minimizing the impact for the customers and prevent these problems from occurring again. 

The principal indicators of customer satisfaction are managed jointly with research data, so as to allow ongoing improvements in our 

processes, as well as the periodical training of TIM’s customer service frontline. 

An outsourced company daily monitors our customer services by checking the adequate performance of the procedures and our ability 

to conduct serve customers. 

In 2009, there was a reduction in the complaints against us before the Procon (consumer protection agency of the State of São Paulo). 

Although the complaints made directly to our Company have increased, there was also an increase in their solutions. 

(*)  The percentage of complaints solved by Procon exceeded 100% once the number of actions concluded in 2008 and 2009 was higher 

than the number of actions received, due to the actions remaining from previous years. 

(**)  The percentage of complaints filed with the courts exceeded 100% once the number of actions concluded in 2008 was higher than 

the number of actions received, due to the actions remaining from previous years.

coMPlAInts 2008 2009

complainTs Received:

by THe company 10,930,536 15,140,423

by pRocon and oTHeR consumeR pRoTecTion bodies 24,549 21,699

by anaTel 179,266 180,132

by THe couRTs 44,446 46,590

% of complainTs/cRiTicisms solved

by THe company 99.5% 99.4%

by pRocon and oTHeR consumeR pRoTecTion bodies %* %*

by anaTel 89.2% 89.6%

by THe couRTs 79.8% %**

Social Performance
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Innovations implemented by interference of the Ombudsman 

and/or the Customer Service (SAC).

The year 2009 saw various improvements in TIM’s customer 

service area due to our efforts to comply with Law No. 6523. 

The Company’s electronic assistance systems were thoroughly 

reviewed in order to improve the customer’s understanding of 

the problems and ensure optimized services. We improved the 

clarity and objectiveness of our informational texts, simplified 

our menus, included options for immediate human assistance, 

and added options for cancellations and complaints. Thus, our 

customers can easily access the information they need and get 

specialized assistance. 

We also implemented the system that allows the sending of 

recorded assistance messages whenever requested by the 

customer. These recordings are sent directly to the customer’s 

residence along with a customized kit, ensuring safety and 

customer privacy. 

Further in 2009, we have also reviewed all critical processes 

related to customer satisfaction, and sought to foster training, 

operating improvements and advances in the customers’ primary 

communication tool with our service center, that is, the Internet.

 

Still in 2009, the Company implemented various management 

inititatives – such as the review of internal processes – related 

to the Customer Service area, which now reports directly to the 

CEO in order to allow greater agility in solving demands and 

improve our customers satisfaction. 

Impact of marketing communications 

Just like all advertising and communication agencies, and 

communication means in general, TIM recognizes the Conar 

(Brazilian Advertising Self-Regulation Code) as the relevant entity 

that ensures ethical values in the Brazilian advertising sector. 

In 2009, eight communication actions were subject to filing with 

Conar by competitor companies, and one action was filed by 

Conar itself. Seven of these actions were concluded in 2009, two 

of which determined the suspension of the advertisement, four 

determined its alteration and one was dismissed as per Conar’s 

recommendation, which was favorable to our Company. 

Customer privacy 

In 2009, three actions were filed by customers alleging invasion of 

privacy. One of them was ruled invalid at the lower courts. Regarding 

the other two actions, TIM appealed of the adverse judgments.

Social Performance
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Compliance of products and services – proceedings and fines 

In 2009, the Company saw an increase in the amount of fines and indemnities determined by ANATEL and deriving from proceedings 

related to customers and consumers, when compared with 2008. This amount jumped from R$89,000 in 2008 to R$2,277 thousand 

in 2009. This situation was due to a concentration of decisions related to various proceedings initiated in previous years, and which 

were rendered final and unappealable in 2009. It is not yet possible to calculate the value of the fines imposed by the courts against 

our Company. 

Administrative proceedings                                          

custoMers/consuMers coMPetItor coMPAnIes 

2008 2009 2008 2009

new pRoceedings filed in THe yeaR 102 118 3 4

pRoceedings concluded in THe yeaR 59 33 4 4

pRoceedings filed againsT ouR company  
and Ruled valid (final judgmenT) 0 6 0 0

pRoceedings filed againsT ouR company and  
Ruled paRTially valid (favoRable To THe oTHeR paRTy,  
and dismissal of THe case wiTH pRejudice)

0 0 0 1

pRoceedings filed againsT ouR company and  
Ruled invalid (favoRable To us and dismissal  
of THe case wiTH pRejudice)

10 27 1 1

pRoceedings dismissed wiTHouT judgmenT of THe validiTy of THe 
cusTomeR/consumeR claim

49 0 3 3

Note: Include PAVDs – Charge Investigation Proceedings and PADOs – Administrative Proceedings for 

Non-Compliance with Obligations
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Legal proceedings  

Environmental proceedings in 2009

2008 2009

new pRoceedings Received in THe yeaR 44,446 civil 
and 23 cRiminal 

 46,590 civil 
and 28 cRiminal

pRoceedings concluded in THe yeaR
 35,483 civil 

and 29 cRiminal 
 49,744 civil 

and 18 cRiminal

pRoceedings Ruled valid (unfavoRable To us – final judgmenT) 4,206 civil
 9,705 civil 

and 1 cRiminal

pRoceedings Ruled paRTially valid (final judgmenT) 7,990 civil 9,432 civil

pRoceedings Ruled invalid (favoRable To us and 
dismissal of THe case wiTH pRejudice)

8,427 civil 
and 28 cRiminal

10,804 civil 
and 16 cRiminal

pRoceedings decided THRougH liTigaTion seTTlemenT
14,860 civil 

and 1 cRiminal

19,803 civil  
and 1 cRiminal

2009

adminisTRaTive pRoceedings (in pRogRess) 183

adminisTRaTive pRoceedings (new) 27

legal pRoceedings (in pRogRess) 43

legal pRoceedings (new)  5

Social Performance
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Our relationship with Society and the Government  

Anti-corruption practices   

TIM adopts an active attitude towards fighting corruption. Our anti-

corruption guidelines are established in various internal documents 

related to the conduct of our collaborators and suppliers as a 

whole, and include specific provisions on this issue. 

In addition to the anti-corruption provisions foreseen in the Code 

of Ethics, we also follow the rules set forth in the MO231 Control 

Model. Aside from including specific rules on anti-corruption 

practices, the document presents conduct specifications that 

deal with legal and arbitration proceedings, seeking to avoid the 

exposure of the Organization to such risks. Corruption prevention 

is also present in other documents adopted by the Company, 

such as the Code of Business Conduct, the Guidelines for the 

Acquisition of Materials, Goods and Services, the Policy for 

Business Travel and Refunding of Expenses, Gift Management 

and the Policy for Distribution of Invitations to TIM’s Events. 

The Company does assess corruption-related risks. 

The Fiscal Council, which also performs the functions of Audit 

Committee, may receive charges related to accountings, internal 

bookkeeping controls or audit subjects, as well as confidential 

and anonymous reports from employees working at the 

headquarters or affiliates on questionable issues dealing with 

TIM’s bookkeeping and auditing activities. In order to do so, the 

Fiscal Council/Audit Committee established a special procedure 

to receive, retain and control such charges and reports, which 

can be sent by e-mail, through the Reporting Channel, or by mail. 

The names of the persons sending charges and reports will be 

maintained in secrecy. 

The Fiscal Council/Audit Committee discloses the charges 

and reports received over the year, as well as the results of its 

investigations, in the Annual Report presented at the Shareholders’ 

Meeting. In 2009, a corruption charge was registered involving 

the Company or some of its collaborators. The issue was solved 

in compliance with the rules and procedures established by the 

Company and Telecom Italia Group, but, as a strictly confidential 

issue, its details shall not be revealed. 

In 2009, no lawsuits related to corruption practices brought 

against us or our employees were concluded. 

Anti-corruption training 

Just as in 2008, in 2009 our training activities focused on the 

Sarbanes-Oxley Act (SOX), which is widely recognized as 

an anti-corruption procedure regarding financial information.  

In 2009, 1,009 training hours were held, distributed as follows: 

tyPe of trAInInG
totAl 

hours AudIence

TesT owneRs conTRol TRaining – sox – 6 HouRs 156 employees woRking diRecTly 
wiTH sox

oveRview of saRbanes-oxley acT – sox (2 HouRs) 106 inTeRnal public

eTHics pRogRam – 1 HouR 747 inTeRnal public

totAl 1009
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The Ethics Program refers to the principles established in the Global 

Compact, such as the “Principle 10”, which deals with corruption. 

At the end of the program, a test is applied in order to facilitate the 

employees’ understanding, through a hypothetical situation, of the 

steps to be taken in a situation involving corruption. 

Due to the large number of participants in 2008, in the areas of 

management and supervision, especially in the CRC, there was a 

natural reduction in the percentage of participants in 2009. 

Child labor and slave labor 

TIM is committed with guaranteeing the extinction of child labor and 

slave labor or similar activities in its operations and business chain. 

Such issues are discussed in the Code of Ethics, which is disclosed 

internally and also to the Company’s external stakeholders, through 

our website. Additionally, TIM is a subscriber to the Global Compact, 

whose guidelines foresee the commitment with these subjects, 

promoting them both inside and outside the Company. 

All purchase agreements and orders are supported by a clause 

guaranteeing compliance with ethics and respect for human and 

labor rights, environment protection principles and anti-corruption 

measures, which are all foreseen in the Global Compact. 

The Company does not apply specific procedures to identify 

operations and processes in its production chain that might be 

related to unfree, slave or child labor. 

Public policies 

In 2009, TIM participated in the following forums, associations or 

other groups involved in lobbies and/or formulation of public policies: 

 National Association of Mobile Operators (ACEL): Institutional 

representative of mobile operators licensed with the National 

Telecommunications Agency (Anatel) to provide Personal 

Communication Services (SMP) in Brazil. TIM has participated in 

ACEL since its foundation, on November 23, 1998.

 Initiatives before Anatel related to public consultation processes 

initiated in 2009 regarding the publication of the new plan for the 

universalization of telecom services, implementation of the National 

Program on Rural Telecommunications and allocation of new bands 

to allow for the population to have access to services of public 

interest in the segments of broadband telephony and data. 

 Participation in the Organizing Committee and technical studies for 

the First National Conference on Communications (CONFECOM), 

held by the Ministry of Communications with the purpose of 

establishing a National Communications Policy, including the 

mechanisms that may provide for social participation within the 

scope of communication. 

 Participation in the group that supported the Ministry of 

Communications in the preparation of the proposals to consolidate 

the National Broadband Plan forwarded to the President of the 

Republic. The set of targets and measures aims to massify, until 

2014, the access to broadband internet and foster the capacity of 

the Country’s telecommunications infrastructure. 

Participation in the Numeric Portability Implementation Group (GIP), 

coordinated by Anatel.

 Signature of the cooperation agreement entered into between 

TIM, OI/Telemar and Brasil Telecom, and the Federal Public 

Prosecutors Office, Federal Police Department, Safernet, Internet 

Management Committee in Brazil and the National Council of 

General Prosecutors, aiming at preventing and fighting internet 

crimes against children and youngsters. The agreement is an 

important instrument to fight the publication of child pornography 

on the internet.

 Joint evaluation regarding the definition of the jurisdictions and 

obligations of the 3G invitation to bid. 

Social Performance
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Contributions for political parties, politicians and related 

institutions 

Contributions to political parties are expressly prohibited as per the 

Code of Ethics. 

Relationship with the Community 

Management of the impacts of our operations on the communities  

TIM recognizes and manages the principal aspects of its business 

that may impact the communities, especially regarding regulatory 

requirements, such as those needed to license its Base Transceiver 

Stations (BTSs or antennae).

The principal environmental aspects and their respective negative 

impacts are as follows:

•  Production of waste such as no longer used cell phones, 

rechargers and batteries, which may cause the contamination of 

landfills, embankments etc., including hazardous products in case 

they are not disposed of properly. 

•  Noise and eletromagnetical emissions generated by antennae, 

which are monitored according with the applicable regulations.

The management of such impacts is detailed in the corresponding 

sections herein. 

We also have specific procedures for the decommissioning of 

sites, which includes the closing of the operations and removal of 

equipment from the communities, providing for a final, adequate 

discharging thereof. 

Due to the nature of its activities, just a few alterations were recorded 

in the Company’s facilities, other than the creation or closing of 

sites. The need to open a new office was felt just a few times. On 

these occasions, we have always attempted to discuss our entry 

in the community with the locals, as, for example, the agreements 

entered into with the local government of Santo André (State of São 

Paulo) regarding the installation of a Technology Center and the 

investments directed to improve the areas surrounding the project. 

Investment in social and cultural projects 

After the brand repositioning carried out in 2009 (“Você, sem 

fronteiras” or “You, without borders”), we are going through a period 

of transition regarding our cultural and social investments. Some 

large projects, such as the TIM Festival and the TIM Award are not 

anymore sponsored by our Company. This is one of the factors that 

contributed to the differences recorded in the amounts invested by 

us in 2008 and 2009. However, we maintained our principal social 

project, the “TIM Música nas Escolas” (Music at Schools), whose 

scheduled activities continued through its lifecycle in 2009. 

In general, the principal criterium established to regulate TIM’s 

private social investments is to foster the inclusion of Brazilian low-

income individuals, primarily children and youngsters, by investing 

in educational projects which may reinforce the “no borders” concept 

within the social scope. 

PrIvAte socIAl InvestMents      AMount 
(thousAnds) 2008 

AMount 
(thousAnds) 2009 

educaTion 7,890 6,874

culTuRe 36,919 8,884

HealTH and saniTaTion 421 139

spoRTs 488 10

figHTing sTaRvaTion and impRoving food safeTy 162 76

oTHeRs 624 96

totAl contrIbutIon to socIety 46,504 16.080

Note: tax incentives are included in the above amounts and correspond to less than 5% of these investments.

Social Performance
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Culture

TIM is a sponsor for large cultural events such as:

Espaço TIM UFMG do Conhecimento (ETUC)

ETUC, a knowledge space sponsored by TIM within the Federal 

University of Minas Gerais, resulted from a partnership between 

TIM, the Minas Gerais State Government and the Federal 

University of Minas Gerais (UFMG), which is represented by 

the Fundação de Desenvolvimento da Pesquisa (Fundep) 

research foundation and is responsible for the contents 

presented in the project. 

Integrated to the so-called “Praça da Liberdade” Cultural Circuit, 

a neighborhood located downtown Belo Horizonte (State of 

Minas Gerais), the project, which is in progress and should be 

inaugurated in 2010, includes an observatory and astronomical 

terrace, a planetary with capacity for 80 persons, and rooms 

for exhibition of scientific, cultural and educational projects with 

capacity to receive 300,000 visitors every year. 

Ibirapuera Auditorium and the Auditorium’s School of Music

In the past four years, TIM has maintained a fruitful partnership 

with the Ibirapuera Auditorium, which provided for the students 

attending the School of Music – children and youngsters 

originated from the TIM’s “Música nas Escolas” program 

– to deepen their musical knowledge regarding the use of 

instruments making up a “Brazilian Orchestra.” Practical 

and theoretical classes were delivered to the students inside 

acoustically prepared rooms.

During this period, the Company was responsible for the 

construction of the auditorium, which was designed by the 

architect Oscar Niemeyer and donated by TIM to the city of 

São Paulo. Tim has closely followed the development of the 

auditorium, and, as a sponsoring company, it has supported the 

maintenance of its premises and a high quality cultural program 

for the city population. The project supported different musical 

manifestations and combinations within the “no borders” concept. 

Social Projects

TIM Música nas Escolas (Music at Schools)

Created in 2003, the project has already benefited more than 

20,000 students of 62 public schools, in 13 Brazilian cities – 

Belém, Belo Horizonte, Cuiabá, Florianópolis, Manaus, Natal, 

Porto Alegre, Recife, Rio de Janeiro, Ribeirão Preto, Salvador, 

Santo André and São Paulo.

The structure of the “TIM Música nas Escolas” project relies on 

the musical language and has the purpose of enabling new forms 

of learning and improving the performance of the students, and, 

concomitantly, stimulating and fostering cultural expressions 

intended for peace. 

The program is periodically evaluated by a consulting firm 

specializing in monitoring social investments (Hmetrics) through 

the use of a methodology especially developed for this purpose. 

The results showed that the program helped improve the 

students’ behavior, self-respect, musical knowledge, curiosity, 

socialization, happiness, harmony, citizenship, critical thinking 

and reduced violence. 

In 2009, the musical education of the Peace Ambassadors 

reached a high practical and theoretical level that provided 

for the creation of six Brazilian Orchestras. The instrumental 

structure and the repertoire of each group reflect the traditional 

styles of the regions represented by each Orchestra. In 2009, 

these Orchestras made a total of 48 public presentations. 

Social Performance
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The groups from Rio de Janeiro, Belo Horizonte and Natal put up 

20 musical shows in their respective cities. In the last year of the 

cycle, the cultural circles of Natal and Belo Horizonte organized 

activities in schools and communities. 

Axé Capoeira Project

This project resulted from a partnership between TIM and 

the NGO Projeto Axé, and counted on the participation of the 

Bahia State Government through the state’s incentives law. In 

2009, a total of 446 children and youngsters were benefited by 

the initiative. The project includes capoeira dance workshops 

and others, always focusing on professionalization – popular 

manifestations, contact dance, afro dance and modern dance, 

having capoeira as a parallel activity. TIM was a supporter for the 

Axé Capoeira project between 2005 and July 2009. 

TIM ArtEducAção Program  

This program seeks to stimulate schooling and develop self-

respect and social inclusion of youngsters through music, dance, 

theater, capoeira and storytelling workshops, in addition to other 

forms of artistic expression. 

In 2009, some 5,400 youngsters participated in the program in 

13 cities in the states of Minas Gerais and Sergipe. The program 

was coordinated through a partnership between the NGOs 

Ciacen, from Sergipe, and Humanizarte, from Minas Gerais.

In addition to the positive results indicated in the program’s 

periodical evaluations, the project has also showed a 

great multiplying potential, receiving the recognition of city 

administrations and influencing public policies, which resulted in 

the creation of new workshops and expansion of the project’s 

reach and number of participants. 

Volunteer Work 

Our collaborators participate in volunteer actions supported by TIM. 

In 2009, such actions benefited especially children living in low-

income communities in all regions where the Company operates. 

Social Performance
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1 – Calculation Base 2009 Value (R$’000) 2008 Value (R$’000)

neT Revenue (nR) 13,105,935* 13,147,175**

opeRaTing ResulT (op) 220,409* 115,898

gRoss payRoll (gp) 520,293 558,386***

2 – Internal Social Indicators Value (´000) % over GP % over NR Value (´000) % over GP % over NR

food 43,028 8.27% 0.33% 42,683 7.64% 0.32%

compulsoRy social cHaRges 131,456 25.27% 1.00% 128,584 23.03% 0.98%

pRivaTe pension 3,354 0.64% 0.03% 6,803 1.22% 0.05%

HealTH 34,580 6.65% 0.26% 32,076 5.74% 0.24%

safeTy and HealTH aT woRk 2,950 0.57% 0.02% 3,269 0.59% 0.02%

educaTion 383 0.07% 0.00% 594 0.11% 0.00%

culTuRe 0 0.00% 0.00% 0 0.00% 0.00%

qualificaTion and pRofessional developmenT 7,615 1.46% 0.06% 17,942 3.21% 0.14%
cRecHes oR assisTance wiTH cRecHe 1,813 0.35% 0.01% 1,616 0.29% 0.01%

pRofiT sHaRing 18,344 3.53% 0.14% 32,702 5.86% 0.25%

oTHeRs 12,045 2.32% 0.09% 11,028 1.97% 0.08%

totAl – InternAl socIAl IndIcAtors 255,568 49.12% 1.95% 277,295 49.66% 2.11%

3 – External Social Indicators Value (´000) % over OP % over NR Value (´000) % over OP % over NR

educaTion 6,874 3.12% 0.05% 7,890 6.81% 0.06%

culTuRe 8,884 4.03% 0.07% 36,919 31.85% 0.28%

HealTH and Hygiene 139 0.06% 0.00% 421 0.36% 0.00%

spoRTs 10 0.00% 0.00% 488 0.42% 0.00%

combaTing HungeR/food secuRiTy 76 0.03% 0.00% 162 0.14% 0.00%

oTHeRs 96 0.04% 0.00% 624 0.54% 0.00%

ToTal conTRibuTions To socieTy 16,080 7.30% 0.12% 46,504 40.12% 0.35%
Taxes (neT of social cHaRges) 4,701,018 2132.86% 35.87% 4,546,474 3922.82% 34.58%

ToTal – exTeRnal social indicaToRs 4,717,098 2140.16% 35.99% 4,592,978 3962.95% 34.94%

4 – Environmental Indicators Value (´000) % over OP % over NR Value (´000) % over OP % over NR

invesTmenTs RelaTed To pRoducTion/ 
opeRaTion 219 0.10% 0.00% 313 0.27% 0.00%

invesTmenTs in exTeRnal pRogRams  
and/oR pRojecTs 0 0.00% 0.00% 51 0.04% 0.00%

totAl InvestMents In the envIronMent 219 0.10% 0.00% 364 0.31% 0.00%

in TeRms of esTablisHing “annual TaRgeTs” 
To minimize wasTe, THe geneRal level of 
consumpTion in pRoducTion/opeRaTion 
and incRease THe efficiency in THe use of 
naTuRal ResouRces, THe company:

( ) no targets 
( ) complied between 0% and 50%

( ) complied between 51% and 75%
(X) complied between 76% and 100%

(X) no targets
( ) complied between 0% and 50%

( ) complied between 51% and 75%
( ) complied between 76% and 100%

Annual Social Balance
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Annual Social Balance

5 – Work Force Indicators 2009 2008
no. of employees aT THe end of THe peRiod 9,231 10,296

no. of admissions duRing THe peRiod 2,041 3,662

no. of ouTsouRced employees 527 723

no. of TRainees 224 297

no. of employees oveR 45 37 366

no. of woman woRking aT THe company 5,730 6,453***

% of managemenT posiTions occupied by woman 32.76% 22.71%

no. of black people woRking aT THe company 1,867 1,962

% of managemenT posiTions occupied by black people 2.12% 4.31%***

no. of disabled oR special needs employees 48 59

6 – Relevant information to the financial year of 
business citizenship 2009 Goals 2010
RelaTionsHip beTween THe HigHesT and lowesT 
salaRy paid by THe company 197 105
ToTal numbeR of accidenTs aT woRk 102 110

THe social and enviRonmenTal pRojecTs 
developed by THe company weRe defined by:

2009 ( ) directors (X) directors and managers ( ) all employees

Targets 2010 ( ) directors (X) directors and managers ( ) all employees

THe safeTy sTandaRds of THe woRk 
enviRonmenT weRe defined by:

2009 ( ) directors (X) directors and managers ( ) all employees
( ) all + Cipa

Targets 2010 ( ) directors (X) directors and managers ( ) all employees
( ) all + Cipa

in TeRms of THe fReedom To join unions, THe 
RigHT To collecTive negoTiaTion and inTeRnal 
RepResenTaTion foR employees, THe company:

2009 ( ) does not get involved (X) follow OIT norms
( ) encourage and follow OIT norms

Targets 2010 ( ) does not get involved (X) follow OIT norms
( ) encourage and follow OIT norms

pRivaTe pensions include:
2009 ( ) directors ( ) directors and managers (X) all employees

Targets 2010 ( ) directors ( ) directors and managers (X) all employees

pRofiT-sHaRing (oR ResulTs) include:
2009 ( ) directors ( ) directors and managers (X) all employees

Targets 2010 ( ) directors ( ) directors and managers (X) all employees

in THe selecTion of supplieRs, THe same eTHical 
sTandaRds and social and enviRonmenTal 
ResponsibiliTy adopTed by THe company:

2009 ( ) are not considered (X) are suggested ( ) are required

Targets 2010 ( ) will not be considered (X) will not be suggested ( ) will be required

in TeRms of employee paRTicipaTion in volunTaRy 
woRk pRogRams, THe company:

2009 ( ) does not get involved (X) supports ( ) organizes and encourages

Targets 2010 ( ) will not get involves (X) will support ( ) organizes and encourages

ToTal numbeRs of complainTs and cRiTicism 
fRom consumeRs:

2009 in the Company 15,140,423     in Procon 21,699      in Court 46,590

Targets 2010 in the Company  n.a.      in Procon  n.a.     in Court  n.a.

% of complainTs and cRiTicism answeRed  
oR Resolved:

2009 in the Company 99.4%       in Procon %****         in Court %****

Targets 2010 in the Company  n.a.      in Procon  n.a.     in Court  n.a.

Total added value to distribute (R$’000) In 2009: 6,824,015 In 2008: 7,123,032

disTRibuTion of value added (dva):

70.4% government  
7.0% employees 
3.0% shareholders  
19.4% third parties  
0.2% retained

65.2% government
7.7% employees
2.4% shareholders
24.5% third parties
0.1% retained

7 – Other Information
(*) Includes one Month’s Result For Intelig, a subsidiary of Tim Participações S.A.
(**) Adjusted as per The Financial Statements.
(***) Corrected.
(****)  The Percentage of Complaints Solved exceeded 100%, once the number of actions concluded in 2009 was higher than the 

number of actions received, due to the actions remaining from previous year.
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Global Compact website link: www.unglobalcompact.org

10 Principles

Principle of the Global Compact

Human Rights

Principle 1: Businesses should support and respect the protection of 

internationally proclaimed human rights;

Principle 2: Make sure that they are not complicit in human rights abuses.

Labour rights

Principle 3: Businesses should uphold the freedom of association and 

the effective recognition of the right to collective bargaining;

Principle 4: The elimination of all forms of forced and compulsory labour;

Principle 5: The effective abolition of child labour;

Principle 6: The elimination of discrimination in respect of employment 

and occupation.

Environmental protection

Principle 7: Businesses are asked to support a precautionary approach 

to environmental challenges;

Principle 8: Undertake initiatives to promote greater environmental 

responsibility;

Principle 9: Encourage the development and diffusion of environmentally 

friendly technologies.

Fight against corruption

Principle 10: Businesses should work against corruption in all its forms, 

including extortion and bribery.

Global Compact
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Profile Page
Strategy and Analysis
1.1 sTaTemenT fRom THe mosT senioR decisionmakeR of THe oRganizaTion equivalenT senioR posiTion 

abouT THe Relevance of susTainabiliTy To THe oRganizaTion and iTs sTRaTegy
3 and 4 

1.2 descRipTion of key impacTs, Risks, and oppoRTuniTies
5 to 14, 18 and 

19, 24 to 27

Organizational Profile
2.1 name of THe oRganizaTion 15
2.2 pRimaRy bRands, pRoducTs, and/oR seRvices 7 and 8, 15

2.3 opeRaTional sTRucTuRe of THe oRganizaTion, including main divisions,  
opeRaTing companies, subsidiaRies, and joinT venTuRes

15 and 16

2.4 locaTion of oRganizaTion’s HeadquaRTeRs 15

2.5
numbeR of counTRies wHeRe THe oRganizaTion opeRaTes, and names of  

counTRies wiTH eiTHeR majoR opeRaTions oR THaT aRe specifically  
RelevanT To THe susTainabiliTy issues coveRed in THe RepoRT

15

2.6 naTuRe of owneRsHip and legal foRm 15 and 16

2.7 maRkeTs seRved (including geogRapHic bReakdown,  
secToRs seRved, and Types of cusTomeRs/beneficiaRies

15

2.8 scale of THe RepoRTing oRganizaTion 15 and 16

2.9 significanT cHanges duRing THe RepoRTing peRiod

RegaRding size, sTRucTuRe, oR owneRsHip
15

2.10 awaRds Received in THe RepoRTing peRiod 16

Report Parameters
3.1 RepoRTing peRiod (e.g., fiscal/calendaR yeaR) foR infoRmaTion pRovided. 17
3.2 daTe of mosT RecenT pRevious RepoRT (if any) 17
3.3 RepoRTing cycle (annual, biennial, eTc.) 17
3.4 conTacT poinT foR quesTions RegaRding THe RepoRT oR iTs conTenTs 17

3.5 pRocess foR defining RepoRT conTenT, including: deTeRmining maTeRialiTy; pRioRiTizing Topics 
wiTHin THe RepoRT; and idenTifying sTakeHoldeRs THe oRganizaTion expecTs To use THe RepoRT

18 and 19

3.6
boundaRy of THe RepoRT (e.g., counTRies, divisions, subsidiaRies,  
leased faciliTies, joinT venTuRes, supplieRs). see gRi boundaRy  

pRoTocol foR fuRTHeR guidance
17

3.7 sTaTe any specific limiTaTions on THe scope oR boundaRy of THe RepoRT 17

3.8
basis foR RepoRTing on joinT venTuRes, subsidiaRies, leased faciliTies, ouTsouRced opeRaTions, 

and oTHeR enTiTies THaT can significanTly affecT compaRabiliTy fRom peRiod To peRiod and/oR 
beTween oRganizaTions

17

3.9
daTa measuRemenT TecHniques and THe bases of calculaTions,  

including assumpTions and TecHniques undeRlying esTimaTions applied To  
THe compilaTion of THe indicaToRs and oTHeR infoRmaTion in THe RepoRT

17

3.10
explanaTion of THe effecT of any Re-sTaTemenTs of infoRmaTion pRovided in eaRlieR RepoRTs, and 

THe Reasons foR sucH Re-sTaTemenT (e.g., meRgeRs/ acquisiTions, cHange of base yeaRs/peRiods, 
naTuRe of business, measuRemenT meTHods)

17

3.11 significanT cHanges fRom pRevious RepoRTing peRiods in THe scope,  
boundaRy, oR measuRemenT meTHods applied in THe RepoRT

17

3.12 Table idenTifying THe locaTion of THe sTandaRd disclosuRes in THe RepoRT

3.13

policy and cuRRenT pRacTice wiTH RegaRd To seeking exTeRnal assuRance foR THe RepoRT. if noT 
included in THe assuRance RepoRT accompanying THe susTainabiliTy RepoRT, explain THe scope and basis 

of any exTeRnal assuRance pRovided. also explain THe RelaTionsHip beTween THe RepoRTing oRganizaTion

and THe assuRance pRovideR(s)

17

C C+ B+ A+B A

 

  Op
tio
na
l

M
an
da
to
ry

Self 
Declared

Re
po

rt 
Ex

te
rn

all
y A

ssu
re

d

Re
po

rt 
Ex

te
rn

all
y A

ssu
re

d

Re
po

rt 
Ex

te
rn

all
y A

ssu
re

d

Third  
Party 

Checked

GRI  
Cheked



83

GRI Summary

Governance, Commitments, and Engagement

4.1 goveRnance sTRucTuRe of THe oRganizaTion, including commiTTees undeR THe HigHesT goveRnance 
body Responsible foR specific Tasks, sucH as seTTing sTRaTegy oR oRganizaTional oveRsigHT

20

4.2 indicaTe wHeTHeR THe cHaiR of THe HigHesT goveRnance body is also an execuTive officeR (and, if so, 
THeiR funcTion wiTHin THe oRganizaTion’s managemenT and THe Reasons foR THis aRRangemenT) 20 and 21

4.3 foR oRganizaTions THaT Have a uniTaRy boaRd sTRucTuRe, sTaTe THe numbeR of membeRs of THe 
HigHesT goveRnance body THaT aRe independenT and/oR non-execuTive membeRs

20 and 21

4.4 mecHanisms foR sHaReHoldeRs and employees To pRovide  
RecommendaTions oR diRecTion To THe HigHesT goveRnance body

21

4.5
linkage beTween compensaTion foR membeRs of THe HigHesT goveRnance body, senioR

manageRs, and execuTives (including depaRTuRe aRRangemenTs), and THe oRganizaTion’s
peRfoRmance (including social and enviRonmenTal peRfoRmance)

21

4.6 pRocesses in place foR THe HigHesT goveRnance body To ensuRe  
conflicTs of inTeResT aRe avoided

21

4.7 pRocess foR deTeRmining THe qualificaTions and expeRTise of THe membeRs of THe HigHesT goveRnance 
body foR guiding THe oRganizaTion’s sTRaTegy on economic, enviRonmenTal, and social Topics

22

4.8 inTeRnally developed sTaTemenTs of mission oR values, codes of conducT, and pRinciples RelevanT To 
economic, enviRonmenTal, and social peRfoRmance and THe sTaTus of THeiR implemenTaTion

22 and 23

4.9

pRoceduRes of THe HigHesT goveRnance body foR oveRseeing THe oRganizaTion’s idenTificaTion 
and managemenT of economic, enviRonmenTal, and social peRfoRmance, including RelevanT Risks 
and oppoRTuniTies, and adHeRence oR compliance wiTH inTeRnaTionally agReed sTandaRds, codes 

of conducT, and pRinciples

23

4.10 pRocesses foR evaluaTing THe HigHesT goveRnance body’s own peRfoRmance, paRTiculaRly wiTH 
RespecT To economic, enviRonmenTal, and social peRfoRmance

23

4.11 explanaTion of wHeTHeR and How THe pRecauTionaRy appRoacH oR  
pRinciple is addRessed by THe oRganizaTion

30 and 31

4.12 exTeRnally developed economic, enviRonmenTal, and social cHaRTeRs, pRinciples, oR oTHeR 
iniTiaTives To wHicH THe oRganizaTion subscRibes oR endoRses

23

4.13

membeRsHips in associaTions (sucH as indusTRy associaTions) and/oR naTional/inTeRnaTional 
advocacy oRganizaTions in wHicH THe oRganizaTion: Has posiTions in goveRnance bodies; 
paRTicipaTes in pRojecTs oR commiTTees; pRovides subsTanTive funding beyond RouTine

membeRsHip dues; oR views membeRsHip as sTRaTegic

13, 25

4.14 lisT of sTakeHoldeR gRoups engaged by THe oRganizaTion 24 to 27
4.15 basis foR idenTificaTion and selecTion of sTakeHoldeRs wiTH wHom To engage 18 and 19, 27

4.16 appRoacHes To sTakeHoldeR engagemenT, including fRequency of  
engagemenT by Type and by sTakeHoldeR gRoup

24 to 27

4.17 key Topics and conceRns THaT Have been Raised THRougH sTakeHoldeR engagemenT, and How THe 
oRganizaTion Has Responded To THose key Topics and conceRns, including THRougH iTs RepoRTing

18 and 19, 24 to 27
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INDICATORS Audited Page Global Compact 
– COP

economic peRfoRmance indicaToRs

ec1: diRecT economic value geneRaTed and disTRibuTed 29
ec2:  financial implicaTions and oTHeR Risks and oppoRTuniTies foR THe 

oRganizaTion’s acTiviTies due To climaTe cHange
30 and 31 Principle 7

ec3: coveRage of THe oRganizaTion’s defined benefiT plan obligaTions 31 and 33
ec4: significanT financial assisTance Received fRom goveRnmenT 29
ec5:  Range of RaTios of sTandaRd enTRy level wage compaRed To local minimum 

wage aT significanT locaTions of opeRaTion
33 Principles 1 

and 2
ec6:  policy, pRacTices, and pRopoRTion of spending on locally-based supplieRs aT 

significanT locaTions of opeRaTion
 - 

ec7:  pRoceduRes foR local HiRing and pRopoRTion of senioR managemenT HiRed fRom 
THe local communiTy aT locaTions of significanT opeRaTion

 - 

ec8:  developmenT and impacT of infRasTRucTuRe invesTmenTs and seRvices pRovided 
pRimaRily foR public benefiT THRougH commeRcial, inkind, oR pRo bono 
engagemenT

35

ec9:  undeRsTanding and descRibing significanT indiRecT economic impacTs, including 
THe exTenT of impacTs

35 and 36

enviRonmenTal peRfoRmance indicaToRs

en1: maTeRials used by weigHT oR volume 39 Principle 8

en2: peRcenTage of maTeRials used THaT aRe Recycled inpuT maTeRials 40 Principles 8 
and 9

en3: diRecT eneRgy consumpTion by pRimaRy eneRgy souRce 41 and 42
en4: indiRecT eneRgy consumpTion by pRimaRy souRce 41 and 42 Principle 8

en5: eneRgy saved due To conseRvaTion and efficiency impRovemenTs 42 and 43 Principles 8 
and 9

en6:  iniTiaTives To pRovide eneRgy-efficienT oR Renewable eneRgy based pRoducTs 
and seRvices, and ReducTions in eneRgy RequiRemenTs as a ResulT of THese 
iniTiaTives

43 and 44 Principles 8 
and 9

en7: iniTiaTives To Reduce indiRecT eneRgy consumpTion and ReducTions acHieved  - 
en8: ToTal waTeR wiTHdRawal by souRce 45 Principle 8
en9: waTeR souRces significanTly affecTed by wiTHdRawal of waTeR 45 Principle 8
en10: peRcenTage and ToTal volume of waTeR Recycled and Reused 45 Principle 8

en11:  locaTion and size of land owned, leased, managed in, oR adjacenT To, 
pRoTecTed aReas and aReas of HigH biodiveRsiTy value ouTside pRoTecTed 
aReas

 - 

en12:  descRipTion of significanT impacTs of acTiviTies, pRoducTs, and seRvices on 
biodiveRsiTy in pRoTecTed aReas and aReas of HigH biodiveRsiTy value ouTside 
pRoTecTed aReas

 - 

en13: HabiTaTs pRoTecTed oR ResToRed.  - 
en14:  sTRaTegies, cuRRenT acTions, and fuTuRe plans foR managing impacTs on 

biodiveRsiTy
 - 

en15:  numbeR of iucn Red lisT species and naTional conseRvaTion lisT species 
wiTH HabiTaTs in aReas affecTed by opeRaTions, by level of exTincTion Risk

 - 

GRI Summary
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INDICATORS Audited Page Global Compact 
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en16: ToTal diRecT and indiRecT gReenHouse gas emissions by weigHT 47 and 48 Principles 7, 8 
and 9 

en17: oTHeR RelevanT indiRecT gReenHouse gas emissions by weigHT 47 and 48 Principles 7, 8 
and 9 

en18: iniTiaTives To Reduce gReenHouse gas emissions and ReducTions acHieved  - 

en19: emissions of ozone-depleTing subsTances by weigHT  - 
en20: nox, soxand oTHeR significanT aiR emissions by Type and weigHT  - 
en21: ToTal waTeR discHaRge by qualiTy and desTinaTion 48 Principle 8
en22: ToTal weigHT of wasTe by Type and disposal meTHod 50 and 51 Principle 8
en23: ToTal numbeR and volume of significanT spills 52

en24:  weigHT of TRanspoRTed, impoRTed, expoRTed, oR TReaTed wasTe deemed HazaRdous 
undeR THe TeRms of THe basel convenTion annex i, ii, iii, and viii, and peRcenTage 
of TRanspoRTed wasTe sHipped inTeRnaTionally

49 Principle 8

en25:  idenTiTy, size, pRoTecTed sTaTus, and biodiveRsiTy value of waTeR bodies and 
RelaTed HabiTaTs significanTly affecTed by THe RepoRTing oRganizaTion’s 
discHaRges of waTeR and Runoff

 - 

en26:  iniTiaTives To miTigaTe enviRonmenTal impacTs of pRoducTs and seRvices, and 
exTenT of impacT miTigaTion

52 and 53 Principles 7, 8 
and 9

en27:  peRcenTage of pRoducTs sold and THeiR packaging maTeRials THaT aRe 
Reclaimed by caTegoRy

 - 

en28:  moneTaRy value of significanT fines and ToTal numbeR of non-moneTaRy 
sancTions foR noncompliance wiTH enviRonmenTal laws and RegulaTions

53 and 54 Principle 8

en29:  significanT enviRonmenTal impacTs of TRanspoRTing pRoducTs and oTHeR goods 
and maTeRials used foR THe oRganizaTion’s opeRaTions, and TRanspoRTing 
membeRs of THe woRkfoRce

 - 

en30: ToTal enviRonmenTal pRoTecTion expendiTuRes and invesTmenTs by Type 54 Principle  
8 and 9

laboR pRacTices and decenT woRk peRfoRmance indicaToRs

la1: ToTal woRkfoRce by employmenT Type, employmenT conTRacT, and Region -

la2: ToTal numbeR and RaTe of employee TuRnoveR by age gRoup, gendeR, and Region 62

la3:  benefiTs pRovided To full-Time employees THaT aRe noT pRovided To TempoRaRy 
oR paRT-Time employees, by majoR opeRaTions

63

la4: peRcenTage of employees coveRed by collecTive baRgaining agReemenTs 64 Principle 3

la5:  minimum noTice peRiod(s) RegaRding opeRaTional cHanges, including wHeTHeR iT 
is specified in collecTive agReemenTs

64 Principle 3

la6:  peRcenTage of ToTal woRkfoRce RepResenTed in foRmal joinT managemenT–woRkeR 
HealTH and safeTy commiTTees THaT Help moniToR and advise on occupaTional HealTH 
and safeTy pRogRams 

65 Principle 1

la7:  RaTes of injuRy, occupaTional diseases, losT days, and absenTeeism, and numbeR 
of woRkRelaTed faTaliTies by Region

65 and 66 Principle 1
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la8:  educaTion, TRaining, counseling, pRevenTion, and Risk-conTRol pRogRams in 
place To assisT woRkfoRce membeRs, THeiR families, oR communiTy membeRs 
RegaRding seRious diseases

65 Principle 1

la9: HealTH and safeTy Topics coveRed in foRmal agReemenTs wiTH TRade unions  - 

la10: aveRage HouRs of TRaining peR yeaR peR employee by employee caTegoRy  - 

la11:  pRogRams foR skills managemenT and lifelong leaRning THaT suppoRT THe conTinued 
employabiliTy of employees and assisT THem in managing caReeR endings

67

la12:  peRcenTage of employees Receiving RegulaR peRfoRmance and caReeR 
developmenT Reviews

68

la13:  composiTion of goveRnance bodies and bReakdown of employees peR caTegoRy 
accoRding To gendeR, age gRoup, minoRiTy gRoup membeRsHip, and oTHeR 
indicaToRs of diveRsiTy

59 and 61 Principle 6

la14: RaTio of basic salaRy of men To women by employee caTegoRy. 61

Human RigHTs peRfoRmance indicaToRs

HR1:  peRcenTage and ToTal numbeR of significanT invesTmenT agReemenTs THaT 
include Human RigHTs clauses oR THaT Have undeRgone Human RigHTs scReening

 - 

HR2:  peRcenTage of significanT supplieRs and conTRacToRs THaT Have undeRgone 
scReening on Human RigHTs and acTions Taken

 - 

HR3:  ToTal HouRs of employee TRaining on policies and pRoceduRes conceRning 
aspecTs of Human RigHTs THaT aRe RelevanT To opeRaTions, including THe 
peRcenTage of employees TRained 

 - 

HR4: ToTal numbeR of incidenTs of discRiminaTion and acTions Taken  - 

HR5:  opeRaTions idenTified in wHicH THe RigHT To exeRcise fReedom of associaTion 
and collecTive baRgaining may be aT significanT Risk, and acTions Taken To 
suppoRT THese RigHTs

64 Principle 3

HR6:  opeRaTions idenTified as Having significanT Risk foR incidenTs of cHild laboR, and 
measuRes Taken To conTRibuTe To THe eliminaTion of cHild laboR

75 Principles  
4 and 5

HR7:  opeRaTions idenTified as Having significanT Risk foR incidenTs of foRced oR 
compulsoRy laboR, and measuRes To conTRibuTe To THe eliminaTion of foRced 
oR compulsoRy laboR

75 Principles  
4 and 5

HR8:  peRcenTage of secuRiTy peRsonnel TRained in THe oRganizaTion’s policies 
oR pRoceduRes conceRning aspecTs of Human RigHTs THaT aRe RelevanT To 
opeRaTions

 - 

HR9:  ToTal numbeR of incidenTs of violaTions involving RigHTs of indigenous people 
and acTions Taken

 - 

socieTy peRfoRmance indicaToRs

so1:  naTuRe, scope, and effecTiveness of any pRogRams and pRacTices THaT assess 
and manage THe impacTs of opeRaTions on communiTies, including enTeRing, 
opeRaTing, and exiTing

76 Principles  
7 and 8

so2:  peRcenTage and ToTal numbeR of business uniTs analyzed foR Risks RelaTed 
To coRRupTion

74 Principle 10

so3:  peRcenTage of employees TRained in oRganizaTion’s anTi-coRRupTion policies 
and pRoceduRes

74 and 75 Principle 10

GRI Summary
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so4: acTions Taken in Response To incidenTs of coRRupTion 74 Principle 10
so5:  public policy posiTions and paRTicipaTion in public policy developmenT and 

lobbying 75

so6:  ToTal value of financial and in-kind conTRibuTions To poliTical paRTies, 
poliTicians, and RelaTed insTiTuTions by counTRy

76 Principle 10

so7:  ToTal numbeR of legal acTions foR anTicompeTiTive beHavioR, anTi-TRusT, and 
monopoly pRacTices and THeiR ouTcomes

 - 

so8:  moneTaRy value of significanT fines and ToTal numbeR of non-moneTaRy 
sancTions foR noncompliance wiTH laws and RegulaTions

 - 

pRoducT ResponsibiliTy peRfoRmance indicaToRs

pR1:  life cycle sTages in wHicH HealTH and safeTy impacTs of pRoducTs and seRvices 
aRe assessed foR impRovemenT, and peRcenTage of significanT pRoducTs and 
seRvices caTegoRies subjecT To sucH pRoceduRes                                                      

 - 

pR2:   ToTal numbeR of incidenTs of non-compliance wiTH RegulaTions and volunTaRy 
codes conceRning HealTH and safeTy impacTs of pRoducTs and seRvices duRing 
THeiR life cycle, by Type of ouTcomes

 - 

pR3:  Type of pRoducT and seRvice infoRmaTion RequiRed by pRoceduRes, and peRcenTage 
of significanT pRoducTs and seRvices subjecT To sucH infoRmaTion RequiRemenTs

 - 

pR4:  ToTal numbeR of incidenTs of non-compliance wiTH RegulaTions and volunTaRy 
codes conceRning pRoducT and seRvice infoRmaTion and labeling, by Type of 
ouTcomes

 - 

pR5:  pRacTices RelaTed To cusTomeR saTisfacTion, including ResulTs of suRveys 
measuRing cusTomeR saTisfacTion

69 to 71

pR6:  pRogRams foR adHeRence To laws, sTandaRds, and volunTaRy codes RelaTed To 
maRkeTing communicaTions, including adveRTising, pRomoTion, and sponsoRsHip

71 Principles 1 
and 2

pR7:  ToTal numbeR of incidenTs of non-compliance wiTH RegulaTions and volunTaRy 
codes conceRning maRkeTing communicaTions, including adveRTising, pRomoTion, 
and sponsoRsHip by Type of ouTcomes

71

pR8:  ToTal numbeR of subsTanTiaTed complainTs RegaRding bReacHes of cusTomeR 
pRivacy and losses of cusTomeR daTa

71

pR9:  moneTaRy value of significanT fines foR noncompliance wiTH laws and 
RegulaTions conceRning THe pRovision and use of pRoducTs and seRvices

72 and 73

GoAls And AccountAbIlIty

ouR effoRTs in 2009 6 Principles 7,  
8 and 9

commiTmenTs foR 2010 74 Principles 7,  
8 and 9

GRI Summary
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Limited Assurance Report of Independent Auditors on Sustainability 
Report 
 
 
The Management and Shareholders of 
TIM Participações S.A. 
 
1. We have applied limited assurance procedures to certain information related to 10 

targets and 27 indicators contained in the Sustainability Report of TIM Participações 
S.A. (“TIM Participações”, “Company” or “TIM”), for the year ended December 31, 
2009, prepared under the responsibility of the Company’s management. Our 
responsibility is to issue a limited assurance report on the information related to these 
indicators disclosed in the referred to Sustainability Report. 

 
2. The limited assurance procedures were performed in accordance with NPO 1 – 

Assurance Standard and Procedures issued by IBRACON - the Brazilian Institute of 
Independent Auditors -, which is related to assurance engagements other than audits 
or reviews of historical financial information. These procedures comprised: (a) the 
planning of our work, taking into consideration the materiality and volume of both 
qualitative and quantitative information and the related internal controls of the 
Company; (b) inquiries of and discussion with TIM professionals to understand the 
main criteria and assumptions that served as a basis for preparation of the Company’s 
Sustainability Report; (c) validation, on a test sampling basis, of evidence supporting 
qualitative and quantitative data in the Sustainability Report; and (d) comparison of the 
information contained in the Sustainability Report with GRI-G3 requirements. 

 
3. The objective of our work was to ascertain whether the data included in the TIM 

Sustainability Report as respects obtaining qualitative information and measuring and 
calculating quantitative information is in accordance with the guidelines for 
sustainability reports provided for in the Global Reporting Initiative (GRI-G3). 
Opinions, historical and market information and forecasts, as well as descriptive 
information subject to subjective assessments, are not included in the scope of the 
work performed. As a consequence, our report does not provide any limited or 
reasonable assurance as to this information. 

 
4. According to the GRI-G3 guidelines, TIM declares an Application Level B+ for its 

Sustainability Report for the year ended December 31, 2009, which reports 51 
indicators, including core and additional ones. Our procedures, applied to 10 targets 
and 27 of these indicators, were deemed sufficient to confirm that the application level 
declared by TIM to the indicators thus reviewed is in accordance with the GRI-G3 
guidelines. The targets and indicators subjected to our limited assurance procedures 
are as follows: 
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Targets: 
 
Training – management participation in at least one sustainability-related training 
program; 
 
Training coverage (percentage of employees participating in at least one training 
program); 
 
Reduction in the amount of paper purchased for use at the offices; 
 
Increase in the percentage of recycled waste in relation to total waste generated at the 
offices; 
 
Increase in the collection of unwanted cell phones, batteries and other accessories; 
 
Sustainability Assessment Index of major suppliers; 
 
Employee satisfaction survey; 
 
Reduction in turnover; 
 
Reduction in the absenteeism rate; 
 
Training programs – total number of hours in the different modalities. 
 
Indicators: 

EC1: Direct economic value generated and distributed, including revenues, operating 
costs, employee compensation, donations and other community investments, retained 
earnings, and payments to capital providers and governments; 

EC2: Financial implications and other risks and opportunities for the organization’s 
activities due to climate changes; 
 
EC3: Coverage of the organization’s defined benefit pension plan obligations; 
 
EC4: Significant financial assistance received from the government; 

EC5: Range of ratios of standard entry level wage compared to local minimum wage 
at significant locations of operation; 

EC8: Development and impact of infrastructure investments and services provided 
primarily for public benefit through commercial, in-kind or probono engagement; 

 
EN9: Water sources significantly affected by withdrawal of water; 
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EN23: Total number and volume of significant spills; 
 
EN28: Monetary value of significant fines and the total number of non-monetary 
sanctions for non-compliance with environmental laws and regulation; 
 
EN30: Total investment and spending on environmental protection, by type; 

HR5: Operations identified in which the right to exercise freedom of association and 
collective bargaining may be at significant risk, and actions taken to support these 
rights; 

HR6: Operations identified as having significant risk for incidents of child labor, and 
measures taken to contribute to the elimination of child labor; 
 
HR7: Operations identified as having significant risk for incidents of forced or 
compulsory labor, and measures to contribute to the elimination of forced or 
compulsory labor; 
 
LA1: Total workforce by employment type, employment contract and region; 
 
LA4: Percentage of employees covered by collective bargaining agreements; 
 
LA5: The minimum time period for advance notification regarding changes to 
operations, including whether this procedure is specified in collective bargaining 
agreements; 

 
LA8: Education, training, counseling, prevention and risk-control programs in place to 
assist workforce members, their families or community members regarding serious 
diseases; 

LA11: Programs for skills management and lifelong learning that support the 
continued employability of employees and assist them in managing career endings; 

LA13: Composition of governance bodies and breakdown of employees per category 
according to gender, age group, minority group membership and other diversity 
indicators; 

PR5: Practices related to customer satisfaction, including results of surveys measuring 
such satisfaction; 

PR6: Programs for adherence to laws, standards and voluntary codes related to 
marketing communications, including advertising, promotion and sponsorship; 
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PR7: Total number of incidents of non-compliance with regulations and voluntary 
codes concerning marketing communications, including advertising, promotion and 
sponsorship, by type of outcomes; 

PR8: Total number of substantiated complaints regarding breaches of customer 
privacy and losses of customer data; 

SO1: Nature, scope, and effectiveness of any programs and practices that assess and 
manage the impacts of operations on communities, including entering, operating, and 
exiting; 
 
SO2: Percentage and total number of business units analyzed for risks related to 
corruption; 
 
SO5: Public policy positions and participation in public policy development and 
lobbying; and 
 
SO6: Total value of financial and in-kind contributions to political parties and related 
institutions, by country. 
 

5. Based on our work as described in this report, we are not aware of any relevant 
modification that should be made to the information related to the 10 targets and 27 
reviewed indicators contained in TIM’s Sustainability Report for the year ended 
December 31, 2009 for it to be disclosed in accordance with the GRI-G3 guidelines. 
 

6. The information contained in the TIM Sustainability Report for year 2008, presented 
for comparison purposes, was not revised by any independent auditors. 

 
Rio de Janeiro, April 20, 2010 
 
ERNST & YOUNG 
Auditores Independentes S.S. 
CRC - 2SP 015.199/O-6 - F – RJ 
 
 
José Carlos Costa Pinto 
Partner 
Accountant CRC - 1RJ 066.960/O-9 
 

 


